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PREFACE. 



Thifl book is intecded to be of assistance to the 
commercuU student who has not yet entered the bosi- 
ness world and who wishes to obtain a clear idea of 
the requirements of business bo far as letter-writing 
is concerned. It is also designed to meet the needs 
of stenographers^ correspondence clerks and all 
classes of clerks and o^e men; not only those who 
toay be called upon to write or dictate an occasional 
letter, bnt also those in the most responsible posi- 
tions who may desire to make a study of the ins and 
ontB of a complex and highly perfected correspond- 
ence system or the skillful construction of letters. 
Again, it has been the aim to make it useful as a 
book of reference for the active business man, in 
city or country town, who has to deal with the prob- 
lems of his own correspondence — always increasing 
as bis business grows. 



INTRODUCTION. 



In recent years business correapondeoce has ex- 
panded to imposing proportions. Prom comparative- 
ly a simple and direct tast it has grown, in its 
larger development^ to a vast and complex agency 
for the discliarge of affairs demanding tlie applica- 
tion of those principles of method and system which 
have been essential in bringing other phases of 
modem commereial life to their present high state 
of development. 

This expansion of business correspondence, how- 
ever, has been so rapid that, generally speaking, 
it has not received the serious and practical study 
it deserves and demands- Consequently, it has been 
the field for much haphazard effort^ blind groping 
and costly experimenting. 

The old-time business man was not surrounded 
mth a corps of office assistants. The "correspond- 
ence c!erk" was practically unknown to him. The 
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stiUnegs of bis ofSce was not pimctured with tbe 
rattle and bing of tbe writing machine. Business 
was a simpler problem and lacked the multiplicity 
of details today characterizing it. The departmental 
features of organi2atioa had not been evolved and 
the proprietor was the mainspring of every effort 

He looked upon letter-writing as one of the most 
important parte of his work^ having a strong and 
direct influence upon the success of his undertakings. 
Delegating the work of correspondence to a sub- 
ordinate was practically foreign to his mind. In 
this part of business routine he was not content 
merely to suggest and dictate; he clung tenaciously, 
jealously, to the diachaige of details by his otu 
hand. 

The merchant wrote his own letters, in a method- 
ical, careful manner. Upon what he said^ his distant 
correspondent would base actions which might in- 
volve serious consequence if wrongly interpreted- 
He realised that he must make his statements com- 
plete, clear and comprehensive because, owing to 
distances and the uncertainty and infrequency of 
mails, too much valuable time would be lost if it 
became necessary to again exchange letters to 
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eluddate obscnre or ambigaous paragraphs. He 
did not have the telephone or the telegraph at his 
finger tips by which to get into instant communica- 
tion in correcting a quotation, in explaining a point, 
or in qualifying a letter mailed, perhaps, only the 
day previous. 

To the old-time correspondent it was important 
that each letter expressed fully, clearly and exactly 
what he Intended to say, leaving no possible op- 
portunity for miBunderstanding or quibbling. He 
was not lacking in brevity, where brevity was per- 
missible and essential, but be did not allow it to 
degenerate into hurry and eurtnees. He was exceed- 
ingly observant of Ihe proprieties, and was, withal, 
pleasingly courteous, if somewhat formal, in his 
style and diction. 

It must be admitted that, in some respects, there 
has been a decided decline in the art of letter writ- 
ing. We write millions more letters than did our 
grandfathers, but the increase in volume has 
brought with it an automatic, artificial, machine-like 
ring which adds neither strength nor utihty. An es- 
aminatioa of a file oE old letters reveals not only a 
remarkable grasp of details, but a fitness aod court- 
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liness too often totally lacking in the mecliaiucal, 
curt, cut-and'dried letters of to-day- 
Admitting that Q great mass of modem corre- 
spondence is necessarily routine in its character, 
there is yet a vast opportunity for improvement in 
the letters which are necessary between the various 
departments of a business, and between the firm 
and the customer. 

Take the average merchant or tcanuFacturer In his 
offk^e or salearooni and he will quickly demonstrate 
that he can forcefully express himself and convinc- 
ingly impress his customer. The words in which he 
urg98 his claims are ready and tactful, and his strong 
individuality adds weight to bis argument and value 
to the result. 

But when most of these men are confronted with 
the morning's grist of incoming letters {customers 
under a different guise) the easy, confident manner 
disappears; their dictation is awkward, stilted and 
halting; the letter lacks that spontaneity and force- 
fulness which mark the personal conversation of the 
eame mon» They make a failure, perhaps without 
realizing it, of a most vital and important factor in 
the transaction of business. 
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Then the fact that a vast volume of importaiit 
letter-writing must, in the comples nature of a 
modem business house^ be delegated to '*correspoad- 
enee clerks" who are not equipped with either the 
experience or the judgment of a trained executive, 
involves one of the most perplexing problems in 
business organization. How may the army of clerks 
in a large establishment be so instructed, guided 
and inspired as to grasp the policy of the house, and 
pilch their letters in a tone that will reflect that 
policy and give to the entire correspondence of the 
establishment a certain uniformit>' and individuality! 

So pressing has this question become that one of 
the watchwords of the business world to-day ia tho 
terse demand: Key up your correspondence 1 

Again, the immense volume of latter-day business 
letters has compelled the devising of mechanical 
helps, to the end of facilitating the rapid and ao 
curate discharge of affairs. 

The most admirable and complete ^'system" can 
never take the place of "good business brains"; but 
these mechanical aids can and do accomplish wonders 
in tbe economy of time, in the prevention of mia- 
takes, in the relegation of mere routine details to 
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subordinates, and m the sliarp focussing of G^seotial 
information upon the desks of esecutivea. Thou- 
fianda of bueinesa men at the head of comparativelf 
large establishments are eagerly seeking informa- 
tion regarding the most advanced and practical 
methods and devices of this kini 

While it IB impossible, in the space of a com- 
paratively condensed handbook^ to present all the 
forma and dencea necessary fully to cover every 
exigency and fiituatioOj the editor has held himself 
to a consistent effort to deal witli typical situations 
with a definitenese that will be of practical aesist- 
anee in suggesting to any person of ordinary re- 
sourcefulness the manner in which the general prin- 
ciples here advanced may be adapted to his individual 
needs. 

It is not claimed that the forms and examples given 
in this book are above criticism; but it is believed 
that they are in advance of those generally in use, 
Certainly all of them are thoroughly practical as 
ihey have been tried out in actnal use, under exact- 
ing conditions, and have produced results of the most 
satisfactory kind. 

FOEEEtiX CbISS£V. 



THE HANDBOOK OF 
MODERN BUSINESS CORRESPONDENCE 



HOW TO CONSTECCT A LETTER 

A well constracted business letter should ordina- 
rily consist of about Eve or six definite parts, as fol- 
lows: 1, the date; 2, the name and address of the 
party written to; 3, a short paragraph of acknowl- 
edgment or salutation; 4, one or more paragraphs 
containing tbe gist of the letter; 5, a supplementary 
or concluding paragraph; and 6^ the signature. 

As a concrete example of this method of construc- 
tion the following letter will serve: 

X. Chicago, 111 190., 

2. Mr. James Brown, 
Minneapolis, Minn. 

Dear Sir: 

3. We are in receipt of your vaJ- 
ued favor of the 5th inst and are pleased 
to mail you a copy of our latest cat- 
alogue under separate coven 

4. We will quote you our dealer's dis- 
count of 25% from the list given on 
page S5. We toake this concession to 
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5. 



6. 



yon for introductory purposes. If yon 
will send us tbe order this moolh we 
will include an extra pair of finely mod- 
eled oars. 

We call your special attention to the 
new design of cliniter-built shown on 
pagG 50. This is an excellent boat in 
every respect and you cannot help ad- 
miring: its beantifuJ lines. While we are 
obliged to ask ^5,00 extra for this style, 
on account of the extra material and 
work involved, we are certain that you 
will feel that you have gotten more than 
value for the difference in price. 

Tliere are cheaply made, poorly mod- 
eled boats on the market clainjing to be 
equal to the "Empire," but are really 
weak and inferior in design^ construe- 
tion and other desirable qualities of a 
safe and dependable boat. The '*Em- 
pire" boats are hand-made throughout 
and areli^ht sud staunch and graceful 
We are bo c-onfident that any of our 
boats will please you that we are willing 
to ship the one selected on ten days' ap- 
proval^ to be returned at our expense if 
not exactly a?^ rep res en ted. 

Thanking you for the inquiry and 
hoping that we may be favored with 
your order this month, we are 
Sincerely yours, 
Empiee Boat Compawt, 
By 



Qreat care should be taken to get names and E' 
dresses correctly written on letters and envelopes. 
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Jareleasneaa in afidressing an envelope may cause 

uncertainty on the part of postal clerks and carriers, 

id such letters are either misaent or opened by a 

Tong i>ersou through mistake. Others, b^anse of 

jBie point of identity which arises in the micd of 

a post office clerk may be laid aside to await reference 

the directory, thus causing delay. 

Another reason for accuracy in this respect is the 

ipression that may be made in the mind of the re- 

ripient of the letter. Nothing appears bo disgusting 

a person of fine discenunent as to sec such impor- 

it details dealt with in a slipehod, haphazard way, 

id it docs not increase his respect for the writer of 

letter to see such evidence of a careless disposition. 

But the most important reason for c-are and pains- 

iking lies in the extreme sensitiveness of some, yes, 

great many people, as to the exact style of their 

ime. Unauthorized abbreviationa should never be 

)ermitted. It is taking an miwarranted liberty to 

Tite a man's name in any other manner than that 

has adopted in hia signature and on hia stationery. 

For instance, if a man's name is "James C, Flan- 

jr," it should not be written "Jas. C. Flanner" or 

J, C, Flanner." The same rule applies to company 
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names. If the name of the company is The Indb- 
PBKDEKT MACHiKEfiY CoMPANT it flhould be written 
in full and not, as aome tired stenographers would 
put it, Ikd- Mach. Co, The adjective ''Tho*' is in 
some cases a part of the corporate name and should 
be spelled with a capital. 

The ampersand or character **&" is generally 
used only in names of partnerships or in railroad 
initials, as Smith & Jonek or L. E. & W. It would 
hardly be used instead of "and" in The Contbactt- 
lira AKn D&edginq Company or in Lake Eete Aifn 
Western Eailhoad when written out. 

Another detail which makes an incorrect or awk- 
ward appearanee and which U never used by intel- 
ligent corregpondenta is the placing of two titios on 
the same line. To write: 

"Mr. John Jones, Esq.," 
would be incorrect; it should be either '*John Jones, 
Esq.," or "Mr. John Jones." Another example 
would be: 

**Mr, William Cooper, Manager, 

Cooper Optical Company." 
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The better form being: 
"Williain Cooper, Manager," or 

"Mr. William Cooper^ 

Manager, Cooper Optical Company." 

A review of a large number of fetters from vari- 
ous correspondents reveals an almost common lack 
of facility or grace in beginning. There ie an ab- 
ruptness and awkwardness about many of them that 
seriously detracts from the strength of whatever 
may be said in the subsequent paragraphs. This 
inelegance of introduction is due to evident haste 
in the work and a carelessness which a very little 
attention will remedy. Here are a few examples of 
wrong introduetion: 

(a) Will you please tell me why we have 
not received your order for furniture, or 
why we have had no response to our previ- 
ous letter f 

(b) Your favor received. "We have 
mailwl you a copy of our latest eatatogue 
under separate cover, 

(c) Dear Sir: 
We have never made any bard- 
ware trimmings for any of the parties you 
refer to, and consequently are not fully con- 
versant with your requirements ; but if you 
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will send us a sketch or a sample we would 
be glad to go into the matter and flubmit 
quotations. 

Let UB esamine these examplea in the order named ; 

(a) This opting sentence borders closely on 

the impertinent and ia very likely to arouse a feeling 

of resentment. There might be many good reasons 

■why the recipient of the letter had not bought fumi- 

tare of the house writing this letter. However, the 

blunt, dictatorial demand for a reason is not ealcn- 

lated to inspire the recipient to state his reasons, 

Thense of the adverb "please" scarcely redeems the 

sentence from its seeming rudeness. A better and 

more acceptable form of "follow-np" enquiry would 

be: 

*'If entirely convenient we would very 
much appreciate a reply to our recent 
letter." 

(b) This is abrupt, inadequate, ludeflnite and 
lacking in courtesy. '*Tour favor received" doofl 
not enfficiently identify the letter referred to. The 
reply would be more pleasing and courteous if con- 
structed as follows: 

'* We have your vamed favor of the 15th 
inst,, for which we thaiik you. We are 
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pleased to maii you a copy of our latest cat- 
alogue under separate cover/' 
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(e) This plunges into the reply without any of 
the enstomary aclmo'wledgmenta. While we may ad- 
mil that these forms of courtesy are purely and 
simply formSf they nevertheless serve an important 
and indispensable office in the practice of letter 
writing and cannot properly be omitted. A few 
additional words in this instance WQnld relieve the 
paragraph. As instance: 

"Replying to your favor of the 14th inst 
we would Bay that we have never made. , , . 
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Other forms of courteous and agreeable introduc- 
tory paragraphs are quoted from various sources as 
follows* 

"Dear Sir: 

We acknowledge receipt of your favor 
of recent date on the subject and take pleas- 
ure in sending our catalogue under separate 



cover. 
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-'Dear Sir- _ 

We are in receipt of your valued letter 
dated the 5th iBst, and are pleased to mail 
you a copy of our latest catalogue under 
a separate cover." 
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"Dear Sir; 

We appreciate 'your inquiry for our 
booklet, and are sending it under separate 
cover, togL'ther willi sampiea.'* 

"Gentlemen: 

in compliance with your esteemed in- 
quiry of recent date, we promptly forwarded 
onr complete catalo^e and supplement, but 
as yet have not bean3 from yoiL We beg to 
ask if the catalogue was received. If not, 
TPe will be glad to forward duplicates 
promptly upon receipt of your further ad- 
rice.'' 

"Dear Sir: 

This will acknowledge your valued 
favor of the 27th ult. We will be pleased 
to arrange the shipments according to yoar 
request/' 



"Gentlemen: 

Replying to your esteemed favor of 
the 10th inst, we beg to say 

''Gentlemen: 

W© have your favor of the 15tli inst. 

regardiDg » and in 

reply would say " 

"Gentlemen* 

Voor esteemed favor of Tliursday is 
at band. We cajinot aay immediately 
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"Dear Sirs: 

Pursuant to the request in your es- 
teemed favor of the 8l]i inst. we have pleas- 
ure in quoting you as follows " 

"Gentlemen: 

Oomplyiug with your valued inquiry of 
the 5th inst. we beg to quote you as fol- 
lows : " 

"Gentlemen: 

It gives me pleasure to acknowledge 
your esteemed favor of the 9th inst. and to 
aay. *^ 

Whenever possible the second paragraph of the 
letter shoiild contain the back-bone and vitals of the 
subject- After the courtesies of the opening par- 
agraph^ strike straight from the shoulder and pin 
the attention immediately to the answer or the quota- 
tion or proposition. It may be necessary to divide 
the meat of the letter into two and sometimes three 
paragraphs. Usually it is better to do so. This wil! 
aid the eye and thus faeilitate mental grasi* and 
aBBimilation. Care should be taken, however not to 
allow the paragraphing to break the continuity of 
thought or argument. 

When the story has been told, there remains the 
closing paragraph, ancj it is essential that this be as 
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neatly tamed and as graceful as the opening of the 
letter. Very properly this main paragraph may be 
followed by a penultimate or secondary one contain- 
ing points of commendation or solicitation — possibly 
of qualification. No specific rule can bo given for 
this; the general tenor of the letter must pitch the 
key for the character and tone of the nest-to-the- 
laat paragraph, and its strength and foreefulneaa 
will depend upon the ability of the writer. 

There seems to be a divergent opinion regarding 
the proper term of respect in signing a letter. The 
very respectful Colonial style of signature has been 
succeeded by the briefer and less ceremonious 
"Yours truly/' T^hich is now in harmony with 
present-day brevity and terseness of business corre- 
spondence. 

The choice of signatures must be a matter of per- 
sonal preference. ''Yours truly" means uotking, 
and very little meaning can be squeezed out of any 
of the others. The following rule should obtain, how- 
ever, in signing company or firm names; all letters 
should be signed esaclly the same, no matter in 
what department ttiey were dictated. This uniform- 
ity of fiiTu-signature will mean much in establish- 
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ing In the minda of customers a feeling of cooeea- 
tralcd individuality. Tlie recipient of letters from 
any department is made to feci that the house has a 
personality indicated by the signature. If the man- 
ner of signing letters ia left to the choice of the 
various department heads, the result upon the mind 
of a person receiving a letter from the bouse which 
is closed in terms of respect different from that of 
preceding letters is a feeling that he is dealing with 
a different person from the one ivritiiig the former 
letter; consequently, he is inclined to wonder if hia 
latest correspondent is entirely familiar with the re- 
lations which he maintains with the house, and with 
his particular needs and requirements. 

The forms most frecinently used are as follows: 

Yoors truly, 

Very truly yours, 

Yours very truly, 

Very sincerely yours^ 

Sincerely, 

Truly yours, 

Sincerely yours, 

BespGctfully yours, 

Tours very respectfully, 
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Tours cordially, 
Toiara, etc., 
Very heartily yours, 
The correapondence clerk will find it to hia advan- 
tage to estend his vocabulary and strengthen bis 
command of the English language in every way pos- 
sible- lie should be irell ver&ed in the use of syn- 
onyms and antonyms, not for the purpose of loading 
his letter with nnneeessary verbiage, but in order to 
avoid awkward repetition and tautology. The 
perusal of the best authors and essayists and also of 
the best writers in the daily newspapers will greatly 
aid in the acquisition of a flexible, graceful and terse 
style of diction. 

There are several little works published which 
will be of aid in this connection, among which may 
be mentioned : 

"Words and Their Uses," 
*' Desk-Book of Synonyms.*' 
Prof. Genung, in one of hia valuable books on Iho 
subject of English, lays down tbo followiog rules 
governing the choice of words; 

"In the choice of words, let the paramount con- 
sideration be csactnees. That ie, seek to say pre- 
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cisely wtaL the Uiouglit requires; oeitber more nor 
less. Tills demands, of course, close scrutiny of 
meanings, imd independence of current fashions in 
words, 2. Seek to have at command more than one 
expression for the same thing. Not that several 
forms are in any case to be employed, but it often 
happens that if liie writer has not thought broadly 
and deeply enough to have more than one espres- 
6ion for his idea, the one that he has will be meager. 

3. Cultivate the haWt of observing the derivation 
and history of words. A word whose etymology is 
known defines itself; the writer feels its force in- 
tuitively and need not depend on a dictionary, 

4. Enlarge your vocabulary by diligent study of 
nsago in the best ^rriters. The true meaning of 
words is expressed only when they are interwoven 
with other words. No fineness of usage can be ac- 
quired from the dictionary alone. 5. Technical 
terms should not be used when they are not likely 
to be understood. G- Beware of fine u^'riting. By 
fine writing is meant the use of pretentious terma 
for trivial ideas," 

Never allow a letter to leave your office with 
errors, corrections^ erasures or interpolations. If 
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there has been a typographical error, or a wrong 
word used, or a word miaspelled, have the letter re- 
written entirely. A rigid role that no L-orrected, 
erased or bungled letter will be allowed to pass will 
exercise a wonderful influence with clerks and 
stenographers. It will enforce carefulness and 
neatness. 

Envelopes should be addressed on the machine by 
the operator who writes the letter. Some concerns 
make a practice of having their envelopes addressed 
in long-hand, but very few office boya or stenograph- 
ers writs a dear, legible hand, and addresses thus 
written are careless and often incorrect. It ie bad 
form to address the envelope in script when the 
letter is typewritten, and the practice should not 
obtain with any firm wishing lo make the best im- 
pression with its correspondents* 

It may be said in objection to the above that the 
address on the envelope is of no importance*, as far 
as appearance goes; that the mail is opened by the 
office boy or other subordinate and docs not reach 
the eye of the principals. In some very large con- 
cerns this is true. In thousands of others it is not 
true. The proprietor or managing official often per- 
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soually opens the mail, and the neatnees and general 
appearance of the envelope and address, and its cor- 
rectness, ,will either consciously or nnconscionsly 
make its impression npon his mind. It isn^t safe to 
take chances with as seemingly an unimportant de- 
tail as the address on the envelope, even though it 
may or may not reach the eye of the man to whom 
the letter inside is directed. Carefulness most be 
the keynote in all details of correspondence. It is a 
habit with some very earefnl concerns to have eafiii 
stenographer put a single initial or number in one 
comer of the envelope, so that in event it is returned 
on account of incorrect address, &e one responsible 
for the carelessness can be located and cautioned- 
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HOW TO ANALYZE A LETTER. 

To the trained mind of a competent business ex- 
ecutive, the analysis of a letter is practically an Tin- 
conscious and intiiitiTe process; and if only minds 
of siipb caliber and equipment were called upon to 
perform this task there would be no need to dis- 
cuss the principles underlying that procesa or to 
seek to make it a matter of deliberate and careful 
practice instead of an intuitive and sub-conscious 
mental action. But the fact remains that, in the 
business world of today^ oomparativoly few of the 
men charged with the responsibility of handling the 
larger part of the vast volume of letters received 
by commercial houses havt? the diaciplino, tho ex- 
perience and the seasoned judgment which make spe- 
cific advice upon this subject unnecessary. 

This 13 by no meana a reflection upon the intelli- 
g:ence and acumen of the average correspondence 
clerk; it iH simply another way of saying that hiB 
lack of years of experience as a responsible execu- 
tive may^ and should^ be offset, in this particular, 
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by the observations of tJiose who have been com- 
pelled to "blaze the Irail" and find thylr own way 
through a maze of perplexing difficulti&Sj without 
aid or guidance from any Houree save their own na- 
tive wit and abililies. To doubt that the younger 
eorrespon deuce clerks will eagerly avail themselves 
of any practical and sound aids that offer is lo un- 
derestimate the high average of intelligenee that is 
to be found in those who follow this calling. 

Invariably the first step in the analysia of a let- 
ter is to ascertain the character and extent of the 
order, if there be one, and next to raise the ques- 
tion: Does this communication contain any covert 
meaning, any hidden point or implication^ not 
clearly apparent on ita face? No matter how rou- 
tine its nature, it is never 3afe to allow a letter to 
pasB the lines and be answered withoat this chal- 
lenge. Probably every reader who has had a con- 
fliderable experience in the handling of letters will 
be able t*^ recall several, if not many, instances in 
which he has been caught in a cunuiogly devised trap 
through his failure to raise this question and scru- 
tinise the letter in hand with a view to untwvering 
a well -concealed meaning, a vital point so artfnlly 
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couched in the language of diplomacy that only the 
direct challenge could be relied upon to reveal it, 

Sneceasfully to "read between the lines" of a 
letter requires a consideration of the personality 
of the one who has written it. Always the personal 
equation must be brought dearly into view, Wilh- 
ont thia, the import of any letter cannot be rightly 
weighed or estimated. Where the writer of the 
letter is personally known to its reader, this procesa 
devolves upon the ability of the latter to fonn a 
fairly correct judgment of human nature; but when 
the parties to the correspondence are personally 
unaequaintedT the reader must determine the per- 
sonal equation from the general **ear marks'' of 
the communication. 

If it bears on its face the evidence that it is writ- 
tefn by a person of good intelligence, of shrewd- 
ness, of experience, the reader will naturally and 
rightly attach more significance to a phrase which 
is open to a double interpretation than he would 
if it were written by a person evidently unskilled 
in the arts of diplomatic expression. Then, too, 
the reader of the letter will bring to bear on this 
point all his knowledge of the character and stand- 
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ing of the liuuse fi-oui wlikii llie conimuuicatioa 
comes. If the establislmieut has a reputation for 
honest and straightfonrard dealing, he will not be 
as ready to impute to its letter a eoneealed mean- 
ing as if it were generally thought to be inclined to 
be tricky or on the watch for every advantage of 
a doubtful character that might offer. 

However, the only safe line for the executive or 
the clerk having the handling of correspondence to 
follow is to apply to every doubtful paragraph, sen- 
tence or phrase the fullest measure of scrutiny md 
to frame his answer accordingly. 

As a general thing, the dangerous or concealed 
clause of a letter written with the deliberate intent 
to confuse or deceive will be found in a sentence 
that, at first reading, appears to be incidental to 
the main statements or those sentences which the 
writer would have the reader consider as the prin- 
cipal ones. For this reason, the questionable 
clauses are seldom found at the beginning of a 
letter If the writer la especially skilled in the art 
of diplomatic correspondence, the phrases which 
are intended to entrap the reader will probably be 
fonnd towards the close of the communication. This 



34 



MOllRBN BOKINESS CCBRE^PQNDEIVCE 



arrangi>iii€iit is baaed on the shrewd observation 
that letters are often, if not uBually, read in a care- 
less and hurried manner and especially so with ref- 
erence to their closing sentences. In other words, 
the mind of the reader is more apt to wander and 
to lessen its con<?eEtration after it baa assimilated 
the main body of the tetter and has approached the. 
conventional expresaions of respect and courtesy 
with which even purely business letters are com- 
monly brought to a close. 

Another, and perhaps the principal, reason why 
the attention of the reader ia generally leas acute 
in conaidering the later than the earlier paragraphs 
of a letter is becAuae his mind has already began 
to busy itself with the answer that he proposes to 
make. Only a little self-observation is required to 
demonstrate this tendency to slight the reading of 
the concluding porlions of a letter- 
Realizing this human weakness, the cori^siX)nd- 
ent who wishes to have a questionable statement 
pass without challenge — and thereby to fix the re- 
sponsibility of acceptance upon the recipient — is 
naturally inclined to place it near the termination 
of his letter. 
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TIlIs practice also ^ves the connivuig correspond- 
ent the benefit of clmnce interniptioiis which op- 
crate to divert the attention of the reader. While 
this exigency is only a "chance" it often intervenes 
and is as effective as if its oecnrrence did not de- 
pend upon accident rather than upon some depend- 
able law. 

By reason of the fact that statement by indirec- 
tion ia invariably a longer process than the simple 
^'Tea, yea and nay^ nay" of undisguised direclness, 
the longer the letter the more likely ia it to contain 
purposely confusing and ambiguous phrases. A 
multiplicity of words is sufficient warrant for the 
close and critical inspection of a letter^ with a view 
of detecting hidden interpretations and double mean- 
ings, Veiy few correspondents are sufficiently 
adroit in the Isnguage of diplomacy to introduce a 
doabtful clau^ without attempting to divert atten- 
tion and '*cover his tracks" by a series of sentences 
leading away from the vital point at issue. This pro- 
cess requires space and consequently the use of much 
space furnishes grounds for the suspicion that the 
mulliplTing of words is with the purpose of befog- 
^ng the mind of the reader and drawing his attcn- 
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tion from sam«1Iimg which he should carefully 
ponder iu all itB possible meanings. 

A flommon fault of the readers of lettera is a fail- 
ure to give proper attention to their dotes and to 
dates mentioned in the bodies of the communications. 
Often these have a most important bearing on the 
subject matter in hand, and the failure of the recip- 
ient to grasp this significance at first reading ia 
quite likely to involve disagreeable blunders and de- 
lays, and in some instances a considerable money 
loss because of failure to make deliveriea or com- 
plete work on or before a certain specified time. 
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LETTERS OF PROMOTION AND EXPANSION. 



Letters intended for promoting and expanding a 
business usually originate with the Advertising and 
Promotion Department and are not in direct answer 
to letters received from customers. Such letters are 
printed in large quantities, usually in imitation of 
typewritten letters, and have the individual or firm 
name carefully '^filled in," so that the recipient is 
led to believe that it is a personal and direct appeal 
to him. 

The writing of letters of this class is an art in it- 
self, and upon the cleverness and salesmanship with 
which they are constructed depend the actual results 
in sales created. Mere bulk and quantity are not ef- 
fectuflL There must be a persuasive personal, *' pull- 
ing" element, else the campaign will be fruitless. 
Nearly every live and progressive business corpora- 
tion is provided with lists of possible oustomere and 
to these names the letters of promotion and expan- 
Bion are sent. Tbe beat results are obtained when 
the campaign is definitely and wiacly planned, and 
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embraces a series of letters, circulars, bulletios, cat- 
alo^es, etc> Very often it is only after the second, 
third or fourth letter is sent, that a reply is received, 
indicating that a single volley from the firing Hne 
would be inert and ineffectual. 

Excellent work is also accomplislied by an intelli- 
gent publicity campaiga based npon Usts of the reg- 
ular house coat^traers. Fidelity to the firm (?an be 
fostered and strengthened by this procesa, and very 
frequeotly orders saved which would have been 
picked up by a competitor's salesman. 

Many firms with large lists of customers would 
find it highly profitable to watch more closely thia 
particulflr feature of their business. One firm, under 
the writer's observation, makes a specialty of 
friendly letters to customers whose aoeoutts do not 
average as large as might reasonably be espeotGd. 
Tlie first year this development work was tried as 
an experiment, the inerease of sales that could be 
credited to this campaign amounted to more than 
$100,000, and as the net profit was from Id to 110%, 
it may be easily eouceded that it paid haadsomelyp 

For this work cards were prepared having blank 
Qpaees for recording certain technical informatiou 
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relating to each cDstomen Spaces were also ar- 
ranged for sbomng the total purchases by months. 
One of the special cards was designed as follows: 



n 












Name 


TOWW 




Strevt Address 








Business 


Rating 




Lodger AccouM 


Jtn 


Feb 


Mch 


Apr 


May 


June 


July 


Aug 


Sep 


Oct 


Nov 


Dec 


Literature Sent 


1 ! 2 1 3 4 


5 6 7 6 


9 10 


11 1 12 1 



The **tab'* system was adopted, as it permitted of 
the same file being used for general circular work. 
A tab in ''first position*' indicated one character 
of customer, as, for instance, a Contractor, Tabs 
in "second position" denoted a dealer who carried 
a regular stock, etc. 

Cards were distributed in files geographically. 
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All actual customers were entered on white cards; 
prospective customers on pink cards. As soon as a 
"prospective" was turned into an "actual/' the 
name was transferred. The pink card in that case 
being dropped into the back end of the tray, serving 
graphically to ilJnstrale how many "prospectives" 
had been converted each month. 

A series of form letters were used, these being re- 
written at frequent and regular intervals, so that 
the same customer did not receive two exactly alike. 
Letters were sent out between the 15th and 20th of 
each month. Every effort was made to put individ- 
uality and Bincerity into each letter. The replies 
were encouraging in many ways, and, besides pick- 
ing up orders that would otherwise have been lost 
to an energetic competitor, they sen-ed to bring the 
cnstomer and the firm into closer relationship. Vari- 
ous examples of the letters used in this work are 
submitted later in this chapter. Tbey are offered 
as suggestions, subject to adaptation to iudividnal 
needs^ and not as set forms to be slavishly followed. 

The soliciting letters submitted here are copies of 
a series prepared for a wide-awake^ aggressive con- 
cern. They were used, one season, with very profit- 
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able results. Each season a new and fresh series waa 
arranged. 

Purchasers below the average: 

White & Company, 

Akrou, Ohio, 
Gentlemen ; 

In looHng over our Sales Eecord we dis- 
cover that we are ajiparently not getting 
our usual amount of orders from you. We 
do not know how to account for this, but 
sincerely hope that it is not due to any seri- 
ous fault or oversight of ours. 

Perhaps our Mr. does not 

get around frequently enough to soil your 
convenience. We know that he is active and 
aggressive, but he has a large territory, 
and it may be necessary to effect some dif- 
ferent arrangement in that respect* 

We wish you would write us frankly about 
the matter, eo that we may have the ben- 
efit of yonr opinion, I>o Dot hesitate at 
any time to send orders by mail. We will 
appreciate them and will make every effort 
to ship exactly what you want and get it to 
you pronii)tly. 

Mr. will bo credited for the 

sales just the same as if be. look the order 
in person. 

We have an unusually fine lioe of 

, just received, and can quote you 

an ex(»eedingly low pricG» Can we not have 
an order for at least six cases! 
Sincerely yours. 

H. A. TLiNSEw, 
Sales Mgr. 
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Irrcffidar Purchaser: 

White & Ca, 

Akron, Oiiio. 
Gentlemen : 

In looking over onr Sales Itocord w© find 
that we have not been favored with your 
order since 

Waa there anytliing wrong with our last 
slupmentl ^Vllat have we done or left un- 
done to merit a total eclipseT 

Our Mr. reports that he 

makes his usual calls npon you, but that he 
has been unable to secure your orders. 

We want you to feel that we fully appre- 
ciate your past favors and hope that we may 
count on a continuance of them as long as 
we show a disposition to do our part fairly. 
If there has been any seeming friction that 
needs explanation, please do not hesitate to 
write us fully and plainly. We want your 
bfisiftess. 

How are you fixed for T We 

can quote a specially low price just now. 
Sincerely youra, 

H. A< Hansen, 
Sales Manager, 



The following eeriee of euceeesful, business-bring- 
ing letters were used bv another manufacturing com- 
pany. 
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Circulai' Letter "A": 

Jonea & Son, 

ludlauflpolis, Ind, 
Dear Hirs: 

In looking over onr rocorde, we ootlce 

tliat in we sold you a femall 

lot of , but have liad no orders 

from you since. We wish you would do us 
the favor lo udvist' if the ^ods sent you 
were not satisfactory^ and if that is the 
reason that wo have not had further orders 
fi-om youT If siiHi is the case, we would 
ask that you send ub another order and re- 
ceive the improved quality that we are now 
able to furnish. We are confident that the 

new will ^vo you the greatest 

satisfaction. 

Enclosed find our quotations, which are 

as low as can he made on any 

of e(4iial quality. 

Please let ub hear from you in reply, even 
if you will not be able to send us an order 
at the present time, as we are defiirouR of 
arran^ng to fumif^h you, if possible, the 

you will use in the future. 

Yours sincerely. 

Maxwell & Compant. 



Circular Letter "A" 3: 

Jones & Son, 

Indianapolis, Ind. 
Dear Sirs: 

We have been hoping to hear from you in 
answer to our letter of , in ref- 
erence to our improved We 
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are very anxious to have yoii use our 

, and feeJ confident that the 

quality is such that you will be greatly 
pleased after giving them a trial. 

We are willing: to accept your order, 

guaranteeing that the will 

bt" satisfaLTtory in every reB|iect, or if you 
wih^h first to try a sample we will send you 
two ftir that purpose without charge if you 
will till out the blank enHosed^ so that we 
will know just what sizes to send you. 

Wo will consider it a favor if yon will let 
iiw ln^nr from rou, so that we may know ex- 
actly how the matter stands. 
Youra sincerely, 

Maxwell & Compaky, 

Circular Lt^Jin-^'A" 3: 

Jonos & Son, 

IniliaiiupoliM, Ind. 
Dear Hira; 

We wrote you under dates of 

nnti soliciting your order for 

our In these letters we 

IfUHrnnteod that the goods would bo entirely 
(intiwfa^^tory to you^ jmil Dfrer(»d to send 
you two 9nmi)lc9 free of charge if you wonid 
fnvor urt witli the necessary information oo 
the blank we enclosed. 

\W Imve no! hoard from you in reply. 
Kiti(l!v advise ur if we may not hope to do 
Nonie buftinpatt with youl 

Wo trust that our now catalogue has 
n'liHied you, uiid that you nre pleased with 
It Yours Riiicfrely, 

P. D, Hanson Comp^vnt, 
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Circular Letter "A" i: 

Jones & Son, 

IndiaDapoJis, Ind. 
Dear SirK! 

We have written you several times re- 
garding the and Boliciting 

at least tbe privil^e of sending you samples 

of the new style , but have 

received no reply. Our Mr , 

who visiti^ your city, ivill ?a\\ upon you as 
soon as he can do so. We have written him 

to bring the matter of the new 

to your attention, and give you such in- 
formation as is perhaps not convoniont for 
you to ask us to do by letter- 
Meantime we would l>e pleased to have 
you favor us with a ^^ample order, as we 
are certain a trial will convince you of the 
superiority of theae. 

Yours sincerely. 

Maxwell & Company. 

The following forms were used in territory whei'e 
DO salesman was employed: 

Circular Letter M" 4: 

Jones & Son, 

Indianapolis, lud. 
Dear Sirs: 

We have written you several times re- 
garding our , and soliciting 

at least the privilege of sending you 
samples of the new stylo but Lave received 
no reply- We have no traveling salesman 
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in your locality and our ouly means of com- 
inunicating with you 13 by {correspondence 
aud tlirougk the medium of our ealalogue. 
Will you not kmdly favor Uh with a re- 
ply to our former letters and at least fill 
out the sample blank we again send yuu, 
and allow us to fonrard yon two of the 

new for trial. Awaiting 

your favorable reply, we are, 
Yours sinc-erely, 

Maxwell & Com pan y» 

Circidar Letter ^M" 5: 
Jones & Bon, 

Indianapolis, Ind. 
Dear Sirs: 

Despite our various letters to you solicit- 
ing a trial order for . . , » or at 

least the privilege of sending you the 
samples free of cliarge upon receipt of the 
neecssary infoimation, we have failed to 
obtain any reply from yon. 

We cannot but believe that thi? i^ due to 
an oversight on your part and once more 
write you. taking the liberty of enclosing a 
stamped envelope addressed to ourselves, 
for your reply. We enelose quotations and 
request-blank for samples. 

We know that we can give you a very 

superior and feel confident 

that if we can only induce you to try a 
sample without expense to yourself that 
you will F£^vor us with future hu&iness. 

By kindly using the enclosed envelope 
and requewt-blank you will greatly oblige, 
Your^ sincerely, 

MaXW,&LL & COMPAKY, 
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Circuhr Letter ''A" ff- 

Jones & Son, 

iDdianapolm, Ind. 
Dear Sire : 

We would consider it a favor if you 
would let us hear from yon in answer to our 

ietter of , in rofcrGoco to 

We are jjositive tliat tiie 

improved style we are now sending: out will 
please you» If for any reason you have 

begui] to buy otber , we would 

like to have you give us an order, wlijeli 
we will accept, ^aranteeing that tlie 

will be satisfactory in every 

respect If yon prefer to try a sample first 
we will send you two for that purpose with- 
out charge. Kindly fill out the blank en- 
closed, so that we will know just what to 
send you. 

We enclosed a stamped cnT'olope with our 
previous letter and we will consider it a 
favor if you will lei us hear from you, so 
that wo nmy know how the matter stands. 
Touts sincerely, 

Maxwell & Company. 



Girctdar Letfer "A'' T: 

Ewer, Indet & Co., 

Chicago, m. 
Dear Sirs: 
In your letter of you 

stated that you thought you would be able 

later to send us an order for 

Your order has not yet reached na and we 
hope it has not be^n placed elsewhere. Tlie 
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we are now sending out are 

giving universal saliefaction and we know 
that they will certainly please you. 
Can we have the order f 

Yours aincerely, 

Circular Letter ''A" $: 

Jones & Son, 

Indianapolis, Ind, 
Dear Sirs: 

We have your favor of , and 

have Bent you^ in accordance with your re- 
quest, two of our , for which 

we make no charge. We wotild like to have 
you give them a thorough teat and are sure 
their superiority over other patterns will 
be apparent 

Please note tbe careful construction in 
every detail. Although sold at a low price 
we do not believe you will find anything on 
the market to equal them in design or 
finish. 

Please let us hear from you after yon 
have given them a sufficient trial, 
Yours sincerely, 

Maxwell & Company. 



Circular Letter 'M" 9: 

Jones & Son, 

Indianapolis, Ind. 
Dear Sirs: 

About ago, pureuant to your re- 
quest on our blank, we sent you two samples 
of cur We have not had a 
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report from yon and wish to ask if the 
samples w^re entirely satii^factoryT 

Wc sont these earaples to a large list of 
our <?ustoniers and have received an ex- 
tremely gratifying per ceDt of orders. We 
knovr that the goods will suit you and are 
very anxious to have you try them thor- 
oughly- 

If our previous samples w&re mislaid, or 
were unsatisfactory, or you wish to try 
again before placing a definite order, kindly 
write us. We are enelosLng another trial 
order hlank and hope to have a report from 
you mthio a few days. 

Yours sincerely, 

Maxwell & Company. 

The following series of letters waa used by an 
eleetrical manufacturing company and proved highly 
satisfactory in the results obtained. 

The compietG set is given to illustrate how a cir- 
cular letter may be adapted to the various kinds of 
machines in which the man is most likely interested 
and which serves to gain his attention more cer- 
tanly than would a general letter. 

Information of new plants, new additions, fires, 
etc., was received daily from press clipping bureaus 
and trade papers. This information was carefully 
classified and the proper form letter number marked 
opposite each item. 
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Form Letter No, 1— Mills, Machine Shops, Etc.; 

C. B. Kandall Co., 
Riverside, Mo. 
Defir Sirs: 

We wish to ask if it will not be possible 
for UB to interest you in the matter of light- 
ing your plant by Gleetricity. or operating a 
part or all of your machiiies with electric 
motors? 

We make a specialty of Generators and 
Motors for mills, niiaes, factories and ma- 
chine shops, and if you will give u.s the 
opportunity we are quite certain that we 
ean show a large margin of saving in favor 
of electric drive as compared with the usual 
multiplicity of shafts, belts nnd pulleys. 

Our Generators and Motors arc in use in 
many of the largest manufaeluring estab- 
Jishments in America, and are, without ex- 
ception, giving the ntmost satisfaction. 

We wiJI be pleased to submit prices and 
any other information whioh you may de- 
fiire, or, if it would be of service, have one 
of our engineers consult you. Kindly ex- 
amine Bulletin No, , which we are send- 
ing under separate cover. 

Awaiting your reply with interest and 
thanking you in advance for your courtesy 
in tliis matter, we are. 

Sincerely yours, 

ELlilfiO^ EiLECTBlO Co. 
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Form Lcthr No. 2—" Follou Up": 

C. B. Ramlall Co,, 
Riverside, Mo, 
^Oentlomen ; 

On we wrote 7011 regarding 

the poasiblc use of generators and motors 
in connection with your proposed improve- 
menta. We have not had a reply to oar 
letter^ and perhaps it has not reached ymi. 

We mak^ a spechlty of Generators and 
Motors for mills, mines, factories and ma- 
chme shops, and if you will give us the 
opportunity we are quite certBiti that vce 
can stiow a large margin of saving in fflvor 
of electric drive as compared with the usual 
mnJtiplicity nf shafts, belts and pulleTs. 

ElJif^on Groceratore and Motors are in iise 
ID niany of the largest manufacturing estab- 
lishments in America, and are without ex- 
ception giving the utmost satisfaction. 

We will be pleaswl lo submit priees find 
any other infonnjition which you may de- 
sire, and hope that we msiy have the pleas- 
Tire of securing your bu?>iness. 

Trusting that we may have a repb% fi^id 
thanking you in advance for your courtesy 
in the matter, we are. 

Sincerely yours. 

Ellisok Elegtrio Co- 



Form Letter No. 3 — Mines attd MiUing: 

a B. Randall Co.. 
Riverside. Mo. 
Gentlemeu t 

We wish to a&k if it will not he possible 
for us to secure your order for the eleetrit^al 
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machmary, GeBerators or Motors which you 
may t'oiitemplatt? pure-liaaing. We are man- 
ufacturing both Direct and Alternating ap- 
paratus, and have made a specialty of 
long-distance transmission of i>ower. 

Our Direct and Alternating uuiTont ma- 
olunes are extenaiv<?ly used ia Mining and 
Milling work. All of the installations have 
been eminently successful and satisfactory. 
If you are in the market we will be glad to 
submit plans and estimates or to have one 
of our engineers consult with yoUn 

Awaiting your reply with interest and 
thanking you in advance for your courtesy 
in the matter, wc arc, 

Sincerely yours, 

Ellison Electrio Co, 



Form Letter No. 4 — Fire: 

C. B. Randall Co., 
Riverside, Mo, 

Gentlemen; 

We regrettoieamof your loss by fire and 
hope that you will he ablp to resume opera- 
tions without serious inconvenience or 
delay. 

Do you not think that this would be an 
opportune time to abandon the old methods 
of transmitting power through shafting 
and belts and substitute the safer and more 
economical electric power? We make a 
specialty of generators and motors for 
mills, mJneSf factories, tanneries, machine 
ehopg and wood working plants, and if you 
will give us the opportunity we are quite 
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certain that we can show a large margin of 
economy In favor of electric drive. 

Ellison Generators and Motors are now 
in use in many of Iho largest manufaolur- 
ing estublisbiuents in Amprica aad are with- 
out exception giving the utmost satisfactioD* 

We win be pleased to submit prices and 
any other information which you may de- 
sire, or we will send a competent engineer 
to consult with you without expense. 

Awaiting your reply with interest and 
thanking you in advance for your cour- 
tesy in the matter, we are, 
Sincerely yours, 

Ellison Electrto Co< 

Form Letter No, 5 — Tanneries and Leather: 

C, B. Randall Co., 
Riverside, Mo. 

Gentlemen : 

AVe wish to ask if we can not interest you 
in the matter of Generators and Motors for 
operating your plant 

We have made a special study of Tannery 
and Leather working machines, and have a 
number cf very satisfactory and successful 
installations to our credit. A recent con- 
tract was for tlie entire equipment of the 
Willson Tannery plant at Dunkirk. 

Our motor is strong and compact and is 
especially adapted for driving fleshing ma- 
chines, tan drums, hair washers. Bate 
wheels, etc. We have been able to effect a 
saving of half the power, besides materially 
increasing the daily output of the driven 
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machines, because of the high efficiency ob- 
tained and positive character of the appli&d 
power 

If it would be of aervice wc would be glad 
to have one of our engineers, experieoeed 
in the equipment of taoner>" niaclunes. con- 
sult with you. 

Awaiting your reply with interest and 
thanking you in advance for your courtesy 
in the matter, we are. 

Sincerely youre, 

Ellison Electric Co 



Form Letter No. G^Electrk Railways: 

"Wahoo Valley Traction Co,, 

Walioo, Ky. 
Gentlemen : 

We wish to ask if we may not have the 
opportunity of submitting bids far the 
Power Generators, ywitchl"Kiards, Instru- 
ments, etc-, wliich you will need in the rail- 
way work wliifh you oontemplate. 

We are making a specialty of power gen- 
erators for both direct and alternating cur- 
rent transmission and believe tbat we can 
offer you a typo and quality of machine 
equal, if not the superior, to any made in 
America or elsewhere. 

If it would be of flervice wc would be very 
glad to have one of our engineers consult 
with you. 

Wc are sending Bulleton No. 27 which 
briefly describeB a part of our ujacJuuery. 

Awaiting your reply with interest and 



LETTEES OF PROMOTION AND EXPANSION 



55 



thanking von in advanw? for your courtesy 
in the matter, we are. 

Sincerely yours^ 

Ellison Electric Co. 



Form Letter No, 7 — Central Station: 

Wahoo Valley Traction Co., 

Wahoo, Ky. 
Gentlemen : 

We wish to ask if we may not have the op- 
portunity of submitting bids for the gen- 
erators, switchboards, iastrumentST etc, 
which ycm will need in coiineetion with your 
proposed Ueulral Station work. 

We are making a specially of Lighting and 
Power Generators for either dircvt or alter- 
nating current trauHmission, and believe 
that we ean offer you a type and quality 
of machinery eqjal, if not the ^njierior, to 
any made in America or elsewhere. 

We recently secured the contract for the 
equipment for the Mtmiripal Tjighting Plant 
at Raleigh, and also for the large generator 
for the new Rtfltion at HaskiiiB. If it 
will be of service we would be very glad to 
have one of our engim^ors consult with yoa 
We are sending Bulletin No. 27 under sep- 
arate cover. This briefly describes a part 
of our machineiy and we trust will prove of 
interest. 

Awaiting your reply end thanking you in 
advance for your eouilesy in the matter, 
we are, 

Sincerely yours, 

Elu60» Electric Co. 
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Form Letter No. d — State, Conntp and Municipal 
Work: 

Dalia Cons. Co., 
Chicago, 111. 

GeiitJ^nien : 

We wish to aek if we may not Lavs the 
opportunity of submitting bids for the elec- 
tric lighting plant for the Court House at 
Centcrvuile. 

We make a specialty of Lighting Gener- 
ators for State, County and Municipal bnild- 
iogs^ ai]d bave made a great cumber of in- 
stallations that are giving the moat satis- 
factory 8er\'ice. 

We recently closed a contract for the en- 
tire equipment of the Municipal Lighting 
Plant at Riileigb, and also secured the or- 
der for the large generator for the new 
lighting station at Haskins. These in- 
stallations lire giving great satisfaction and 
we would be glad to have you write either 
of them regarding our machines. 

tTnder separate cover we are forwarding 
Bulletin Xo. 21, and trust it will prove'of 
interest, 

Tf it would be of service we would be glad 
to have a representative (an experienced 
engineer) oall and consult with yoa 

Awaiting your reply and thanking yoj in 
advance for your courtesy in the matter, 
we are, 

Sincerely yours, 

Ellisoiv Electbio Co. 
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Foryn Letter No, 9 — Grtun Elevators: 

Forest City Mills, 

Forest City, III. 
QentJemea : 

We wish to ask if it yfUl not be possible 

for us to secure your order for a gener- 
ator for Jigliting your elevator, 

Eleclrie lighting is, of course, tbe most 
convenient and safest method of illumina- 
tion. We are selling a large number of 
equipments for ibis purpo^o, and bolieve 
that you will be mm-h ple^ased and thor- 
ougbly satisfied with our machinery. 

Under st^]>arate eQV*?r we are sending you 
a copy of Bulletin No. 27- On page eight 
you will find an illustratiou of a neat, com- 
pact generator direet eonneeted to an up- 
right engine. These take up very little floor 
space, use very little steam and are alto- 
gether the most satisfactory lighting outfit 
on the market. 

It might Iw to your arlvantage to \mt in 
a large generator, making tbe current for 
lighting j)Liri3oses aud also supplying cur- 
rent for the operation of motors to be dis- 
tributed wherever needed in the elevator. 
You will find this a much more et^onomical 
and advantageous method of transmitting 
power than with belts and shafting. 

Awaiting yonr reply with interest and 
thanking you in advance for your courtesy 
in the matter, we are, 

Sincerely yours, 

EiiLisotf Eleotbio Oo. 
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Form Letter No. 10— Cement Work: 

Coutraclors Supp, Co., 

Ellston, IlL 
Gentlemen; 

We wish to aak if we can not interest yon 
in the matter of Generators and Motors for 
operating your cement making machines. 
We have made a .special study of the various 
machines required in cement nmnufaetnring 
and of th^ power uet'essary to drive them. 
Our motors are strong, compart and dust 
proof and are especially adapted to this 
class of work. 

We are confident that we can show yon a 
considerable margin of saving in favor of 
electric drive and wonid he ghid Ut lake it 
up in detail at your convenience. If it would 
be of servicre, we could have one of our en- 
gineers visit your plant and confer with 
you regarding electrical operation. 

Under separate cover we are sending a 
copy of our Bnlletou No. 8, and rrill he glad 
to have you examine it. 

Thanking you hi advance for your cour- 
tesy in the matter and awaiting your early 
reply with interest, we are, 

Sincerely yonrsi, 

Eluson Eleoiaic Co. 

Forvi Letter No, 11 — Wagon and Agricultural Im- 
plement Works: 

Millborn Wagon Co*, 

Miiiborn, Ga. 
Gentlemen : 

We wi^h to afik if it will not he possiblo 
for ua ta interest you in the matter of light- 
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ing your plant, by elecrtriPity and operating 
a part or all of your machines with clec^tric 
motors. 

We have niaJe a special study of the ma- 
chinery used by wagon and farm implement 
manufacturers and planing mills, with a 
view of ascertaining the best methods of 
electrie drive. Wo have cquippeJ wood- 
stickers, lathes, matchers antl planers, rip 
and cut-off saws, shapers, etc, 

A recent order iudndctf the entire eijuip- 
ment of the plant (tf the Mills|)riiig Vehide 
Company at Blarney, Ind, This was given 
U8 after a most careful iuvestigation of the 
various systems of^ered. 

We will he pleased to submit iiriees and 
any other iiifomjatiou. which you may de- 
aire or we will he glad to have one of our 
^ experienced engineera go over your plant 
and confer with yon reganling Ihe econ- 
omies that could be effected by electric drive. 

Awaiting your reply with interefit and 
thanking you in advanee for your eoiirtesy 
in the matter, we are, 

Sincerely yonr?^, 

Ellibdn Electric Co, 



Form Letter No. 13 — Lanndries: 

Sanitary Laundry, 
ComptoD, Mo, 
Gentlemen : 

We wish to Msk if we can not sell you one 
or more motors to operate your laundry 
machinery. 

On ai-enunt of its rompart and symmet- 
rical deaign our motor is particularly 
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adapted for laundry work, and where neces- 
sary it is protected by special coverfi which 
render it proof iigainst steam and moiaturc. 
If you ean get the curreEt to operate the 
motore yoa will tind it the most convenient 
and economical method of driving the vari- 
ous machines- BJeetric drive la certainly 
the safest. You are in no danger of needing 
a coroner's inc|uest on account of a defec- 
tive or overloaded boiler. 

We have made a number of equipments 
similar to the enclosed illuEtration showing 
a large mangle operated by one of our tuo- 
tors. Under separate cover we are sending 
you a copy of our Bulletin No. 24, and trust 
that it will he of interest- 
May we have the opportunity of quoting 
prices t 

Sincerely yours, 

Ellison Electbio Co. 

Form Letter No, 13— Breweries: 

Bung Brewing Co., 

Chicago, III. 
Gentlemen; 

The writer was in Chicago a few day3 
since and learned of your proposed im- 
provements, and I wish to ask if I can not 
interest you in the matter of lighting your 
brewery with electric lights and operating 
your machines with electric motors. 

You are undoubtedly fanJiliar with the 
great economy of electric power transmis- 
sion as compared with dri\ing with shafting 
and beltw, A great amonut of power Is lost 
in the long lines of shafting and belts and 
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heavy gearings. This is particularly so in 
breweries, wberc tho maehines to be oper- 
ated are scattered on different floors aad 
widely separated. Our esperieuce seems to 
prove that there is no other line of manu- 
facture as well adapted for electric trans- 
mission of power, or where it can be ap- 
plied with fiueh great economy as in a 
brewery. 

We would be glad to send a competent en- 
gineer to go over your plans or plant and 
suggest the best methods of equipping elec- 
trically. Our motor is peculiarly adapted 
for brewery work, as it can be eitfier belted, 
geared or direct connected to a machine and 
operated on the floor, against a side wall, 
or inverted to tlie ceiling- 

Awaiting a reply at your early conven- 
ience and thanking you iu advance for your 
courtesy in tiie matter, we are. 
Sincerely yours, 

Ei,usoN Electric; Co> 



Form Letter No, 14 — Fhur atid Grist Mills: 

Gentlemen; 

We understand that you contemplate 
building a new mill and wish to ask if we 
may not have the opportujiity of furnishing 
an estimate for a generator for electric 
liirhting. You will find this the cheapest, 
safest and most economical method of 
lighting, and we trnst that if you have not 
already thought of it that you will now 
seriously consider the matter. 

Tf you will kindly give us an i-dea of about 
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how many lights (16 c.p. each) you would 
need we will promptly fnruish an estimate 
lor the proper siau generutor. 

If ds^r^fd, we can also iurnieh a small 
engine similar to the one illustrated on page 
eight of liuUelin No, 27, which we arc seud- 
iug you, under separate cover. This makes 
a very neat compact combination and re- 
(|uires ver>' Httle steam. However, the gen- 
erator can bo belted to a drive wheel in your 
engine room and the enrrent for lighting 
generated for practically nothing. 

Thanking you for your eourtesy in the 
matter and awaiting an early reply, we are. 
Sincerely yours, 

Eluson Electric Co. 

Form Letter No, 13 — Ictf Plants: 

Gentlemen : 

We nnderstand that yon contemplate the 
erei'tioD of an Ice Plant and wish to aak if 
we may not have the opportimity of submit- 
ting estimates for whatever electrical ma- 
chinery yon will need. 

W© have equipped a number of Ice Plants 
with mntors for driving air compressors, 
brine and ammonia pumps, etc. If yon pro- 
pose to iostal] lighting tnsehicery also we 
will be glad to furnish estimates for the nec- 
essary gt'iieratore, either for dirf^r^t ennnee- 
tinn or belted drive. 

\Vc recently secured the oonlract for the 

entire etpiipment of and 

also for the gem^raffir at 

AVe believe thai we ctm famish you the most 
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economical and satisfactory maehincry it is 

possible to buy anywhere. 

Under separate eover w& are sending a 
copy of Bulbtin No. ... and will be glad 
to have you examine it 

Awaiting: your reply with interest and 
thanking you in advatit-e For your courteay 
in the matter, we are, 

Sineerely yours, 

Eixisoy EuiCTsic Co. 



Form Nn. IG—Oil Mills: 

Gentlemen : 

We uncleretand Uiat you contemplate the 
erection of an oil mill and wish to ask if 
we may not have the opportunity of eub- 
mittiii^ ej^timates for lighting the mill by 
electricity and operating the ginni, presses, 
cake mills and pumps by electric motora. 

You ^ill find that an electrically operated 
mill is by Tar the most economieal, con- 
veuient and in every way the safest. It is 
far in advance of the old methodic of trans- 
mitting power by belts and shafting. 

If yon will kindly advise ns as to the uain- 
ber of machines which you will want to op- 
erate and the total horse power roiuired, 
we can give you a pretty dose estiniate for 
the necessary electrical equipment- 
Awaiting your reply witli interest and 
thanking yon in advance for your courtesy 
in the matter, we are. 

Sincerely yours, 

Etj-160?j Electric Co. 
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Fonn Letter No. 17— Textile Mills: 

Gentlemen : 

We understand that you are interested 
in the ere<;tion of a new cotton mill, and we 
wish to aak it we may not liave tlm uppor- 
tuuity of aubrnitting estimates for lighting 
it by electricity and operating the various 
machines with electric motors. You will 
find that electrical operation is by far the 
moat economical, aaiisfaelory and safest 
method, and far ahead of the usual man* 
ner of transmitting power by belts and 
shafting. 

If you will kindly advise us as to the 
probable horse power required, we vran give 
yon an estimate for a generator of sufficient 
capacity for famighing the required cur- 
rent. You will, of course, get your lights 
from the same machine without additional 
ejcpense. 

Obviously, it would be much cheaper for 
you to run the small wires required for (.car- 
rying: the current instead of heavy shafting 
and hangers, and it will not be necessary 
for the building to be nearly as heavy in 
construction. Owing to this fact it ia often 
possible to effect a large saving in the prune 
cost of buildings. 

If it would be of service we would be glad 
to have one of our engineers consult with 
you. Trusting that we have an early reply 
and tbanking you for your courtesy in the 
matter^ we are, 

Sincerely yours, 

Ellison ELEcraro Co. 
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Form Letter No, 18— Lumber Mills: 

Gentlemen; 

^'e wish to ask if we may not Iiavc an op- 
pottaoity of submitliiig an estimate for a 
dynamo for lighting your new milL 

Under separate covi?r we are sending you 
a copy uf our Bulletin No. ... On page . . ., 
Fignre , . .^ you will find an illustration of 
a neat» compact generator outfit combined 
with an engine, all on the same base. This 
occupies very little space and requires very 
little steam for nincing. 

It might be that you would consider a 
proposition for puttiog in a generator of 
sufficient size to al;50 furnish current fur 
[motors to drive the various machines. You 
Vould find tills a much more economical and 
satisfactory method of transmitting power 
than by the usual method of long lines of 
hea\"y shafting aud cumbersome belts and 
pulleys. The electric method is certainly 
the cleanest and safest for the operation of 
wood-working machioery. 

\Ve will be pleased to give you any infor- 
mation wante{l and will submit estimates 
promptly on receipt of your reply. Thank- 
ing you for your courtesy in the matter, 
WG are, 

Sincerely yours, 

Ellison Elegtetc Co. 



Form Letter No. 19 — Cold Siorape Plants; 

Gentlemen : 

We wish to ask if we can not have the op- 
mity of submitting estimates for light- 
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ing and power machinery for yom cold stor- 
age plant. 

You of course understand that a majority 
of tbe cold storage plants now being built 
are electrically equipped, this in fact being 
Ibe only satisfactory method of securing 
even temperature and dry Jitinti^pliere. 

We are prepared to furnish exhaust and 
ventilating fans diret-t connected with elec- 
tric motors. Also motors for belt, gear or 
direct connection to brine and ammonia 
pumps and air compreBsora. On account of 
the symmetrit'al design and compact build 
of our motors they are particnlarly adapted 
for this class of work. 

If it will be of service ire will be glad to 
have one of our engineers visit you aod talk 
the matter over. 

Awaiting your reply with interest and 
thankiag you in advance for your courtesy 
in tbe matter, we hth, 

Sincerely yours, 

Ellibok Electric Co. 



Letters to Salesmen, 
It mnat not be forgotten that the traveling sales- 
men employed by a bouse are very susceptible to a 
strong stimulative inSuence through letters from 
the home ofRce, These letters from the sales man- 
ager should cover tbe whole field of instruction, coun- 
sel and encouragement, A critical study of the per- 
sonality' of each salesman and of the wort he is 
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doing will r6v€a! to the competent manager just how 
each individual may best be directed to get the 
largest results. Certain niles, regulations and stock 
information will apply to all aud may be sent out in 
the osTial mimeograph form. But, aside from this, 
there is great opportunitj' to develop special effort 
and enthusiasm on the part of the individual sales- 
man and to make him feel that he is not simply a 
little cog in a great machine, but a moat important 
individual in the staff of the house, and that the 
management ia looking to him in particular for 
profitable reaults. 

The following letters exhibit a few of the many 
phases of correspondence which may be directed to 
salesmen. 

Letter to Salesman (1): 

Dear Mr. Blank : 

I have just been handed a report showing 
the amaunt of suites of each of our men 
during 

I want to take the opportunity personally 
to thank you for the good work that you are 
doicg, and to assure yon that we fully ap- 
preciate the effort that you are making to 
extend our trade in your territory. 

Do not fail to see me when you come in, 
I will be pleased to have you take dinner 
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with me at the Club, if it suits your con- 
venience. Sincerely yours, 

H. A. Hanson, 
Sales Manager. 

Letter to Salesjium (^): 

Dear Mr. Blank: 

The reports of sales for the month of 

have just been handed to me. 

Your totals do not couie up to your usual 
good average. It oceurred to me that there 
might be som(^ reason for it that I am Dot 
fully acquainted with. 1 wish yon would 
write me frankly at your earliest conven- 
ience and let uie know your view of the sit- 
uation, 

T know that competition has been partic- 
ularly keen for the pa^^t two months^ but T 
was under the impression that we were 
fairly meeting it. If we are making any 
mistakes, the sooner we Snd out just what 
the trouble is the sooner we can meet it and 
keep ujj onr averages. 

Do not hesitate to write me fully, and 
when you are next in please be sure to see 
me. I will be glad to have you dine with 
me then at the Club, 

Sincerely yours, 

H. A. HA^"so^^ 
Sales Manager. 



Ltiter to Salesman (3): 

'^^ur Sir: 

"e enclose you a list of customers in your 
tory to whom we have repeatedly writ- 
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ten in regard to 

Ab yet we have received uo reply. We have 
recentJy written them that we would ask 
you to oall as soon as possible and have a 
talk with them regarding the matter, and 
give them such information ns we uould not 
very well do by correspondeuce. 

Please do all you can; put in your beat 
work^ as this is the season of Ihe year when 
orders are difficult enough to obtain in any 
ease and when it will need our united and 
best efforts to secure business, I would 
appreciate a detailed report from you cov- 
ering the result of interviews with the cus- 
tomers on your list. 

Sincerely yours, 

H. A, Hanson, 
Sales Manager 

Letter to SaWsman (4): 

Dear Sir: 

I would like to have our saleamen secure 
during the next sixty days as large a num- 
ber nf orders for as pos< 

siblc. Several companies seem to bo cut- 
ting their priees, and while we will not 
lower our re^Ior price to meet them, we 
do not wish to have our trade drop off, and 
h<*/e deeided to leave the matter of price 
to some extent to the discretion of our sales- 
men. 

The present price to us is 38 cents, and, 
if wc can iuorcaflc the busineaa suffi(?iectly, 
our cost after the first of next month will 
not be over ^fi cents. "Wliere salesmen can- 
not get our regular price they may cut to 
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as low as 42 cents, or, in lots of from three 
to five thousand, can sell dowu us low as 
40 cents. 

However, if I find that salesmen, io con- 
sequence of leaving this mailer lo their 
judgment, seem unable to get more than the 
lowest authori2ed price, I sholl feel that 
I have made a mistake, and will go back 
to the old plan of making a fixed price, 
which must be adhered to absolutelj^. Sales- 
meD should idso hear in mlud that as 
they lower their pricca they hurt their rec- 
ord, find to make up the average they must 
sell a much larger ipiatitity. 

If I find that leaving the matter of priees, 
to some extent, lo the discretion of sales- 
men work.« satisfactorilv in this c^ise I may 
be induced to try the experiment in other 
lines. 

Sincerely yours, 

H. A. Hanson, 
Sales Manager. 



Never Knew When He Was Whipped. 



Nothing can more effectually illustrate the re- 
wards that come from care and skill in promotion 
and expansion correspondence than an incident 
drawn from the actual experiences of a successful 
advertising manager. 

A manufacturer of machinery was circularizing a 
selected list of possible patrons. These seriea of 
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circiilars and follow-up letters were being issued 
from the Advertising Department. Tlie advertis- 
ing manager made it a rnle to follow the residts 
very closely, and in many instances to ponduet the 
entire correspondence until the order was received. 

An inquiry was received from a mauufaeturer 
about two thousand miles distant. He lived on the 
"edge of civilization/' and seemed to have plenty 
of time on his hands, as he wrote eight and ten page 
letters. The Advertising Manager replied to him, 
giving all the information possible, and putting as 
much personality and cordiality into hie rejjly as 
possible, recognizing that if the deal was closed at 
all it must be by correspondence. Taking his cue 
from the inquirer, he wrote more fully than pos- 
sibly would have been necessary or desirable under 
ordinary circumstances. 

The question of deliveiy was raised. The pur- 
chaser insisted that delivery be promised "in thiily 
days." This was impossible, and no delivery sooner 
than three or four months could honestly be prom- 
ised. Two or three letters were e^cehanged on this 
point. It would have been possible to have booked 
the order on a promise of short delivery, and tl 
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to have delayed delivery oa various esonses. How- 
ever, he was told the exact truth about deliveries 
Hud assured that every possible effort would be 
made to keep within that limits and to make a better 
deliver^' if possible. Two or three telegrams were 
also exchanged, but no change was made in the prom- 
ise of dehvcry. A letter was then received from 
the inquirer, stating that he regretted very much 
that he wo«ld not be able to place tbe'ordcr because 
of the time emergency, and that he reluctantly gave 
it to another firm that had the machines in stock 
and could make immediate delivery. 

Right here is where the genius of the Advertising 
Manager showed itself. Niue out of fen corre- 
spondence clerks would have dropped the matter 
and probably would not have acknowledged the let- 
ter. But this young man never knew when he was 
licked. He immediately replied with a polite letter 
of regret, adding that in the event his correspondent 
found that he would need some additional machines 
after the installation was made^ he would be very 
much pleased to have the opportunity of selling them 
to him, feeling very certain that the machines of 
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his company would compare most favorably with 
those of the succesfiful competitor. 

Within forty-eight hours, he was surprised to re- 
ceive a telegram to euter the entire order and pro- 
ceed with the work immediately. A long letter fol- 
lowed with the explanation that, after jilacing hia 
order with the other company, he was dissatisfied 
with their metljod of handling the correspondence 
and that the last letter from the persistent Adver- 
tUing Manager prompted him to cancel the order 
with the other company notwithstanding the differ- 
ence in the time of promised delivery. 

There is a little sequel to this incident which is 
well worth the telling. The machinery was shipped 
in due time, and a little before the promised' dato 
of delivery. It had .juet been fairly installed and 
put in running order when the plant was destroyed 
by fire. This was a severe blow to the owner, who 
was & man more than sixty years old- Through 
some oversight, he had not carried quite as much 
insurance as he should have done. This new plant 
was the culmination of a life-long ambition in the 
line of his work, and to have it wiped out in this 
manner was heart-breaking to him. Ue wrote a Iohj 
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Jetter to the Advertising Manager expressing his 
feelings in the matter in a friendly waj", and said 
he greatly hesitated about rebuilding. He received 
in reply a letter of sympathy and encouragement, 
in ivhich he was advised not to lose head, and was 
cheerfully assured that he would yet live to build 
a half-dozen such plants. A telegram came back 
giving carte blanche to duplicate the outfit of ma- 
chinery. Later a most cordial invitation was also 
sent to the Advertising Manager to spend his sum- 
raer vaeation with the purchaser. These two men 
never saw each other, never heard of each other 
before the first simple inquiry was received, and tlie 
history of the little transaction is given simply to 
show the possibility of building strong buainess 
friendships by letter and without personal acquaint- 
ansesbip. 
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ABOUT SELLING LETTERS, 
By Frankx-in Hobbs, 

Operated properly the advertiaing letter can ef- 
fect an enormous saving in selling cost. The irriter 
has in mind a firm which circularized between nine 
and ten hundred railroad officials and received re- 
plies from four or five hundred. Not all of those 
who replied wanted to buy, of course, but they kept 
hammering,— kept sending educational letters to 
these men — with result that they had, in one year, 
opportunities to bid on something like thirty porta- 
ble timber-preaerving plants at good prices. 

Through advertising and circularizing a tank com- 
pany may learn tbat the Erie Railroad is in the 
market far a number of steel tanks along the line, 
after which the }^alesman^ instead of wasting his 
energj' and substance in firing at random, has both 
to concentrate upon the point where they will ac- 
eomplish something. 

In circulari2ing railroads and large corporations, 
the manager and all the lesser officials who may 
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have anytliiug to do with the matter should he 
roaehed. An arguinent in favor of a certain system 
of ehop-heating which would interest the Superin- 
tendent of Motive Power of a railroad may not be 
the argument which -will most interest the Chief 
Engineer, A slightly different letter should he 
given each official The Presided needs a certain 
improvement for certain reasons, and the Superin- 
tendent of Motive Power does not want it for cer- 
tain reasons. And iheii, again, there is often a good 
deal of jealousy among the officials of a railroad. 
Such matters arc not too fine for the eye of the prac- 
tio.ed advertising man. 

Here are ILree letters on tie-treating — an opera- 
tion which had been almost prohibitive on aeoount 
of coat of transportation of the lies to Emd from a 
plant, and which had been brought into bounds by 
this firm's portable plant. There were four sets of 
letters, one series for the General Manager, one for 
the Chief Engineer, one for the Supervisor of 
Bridges and Buildings, and one for the Engineer 
of Maintenance of Way. The following are the tirat 
letters of each series: 
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Fir^it Letter Sent to the General Manager: 
Dear Hir:— 

For tho past several weeks I have been 
witlihnlrliiig some very intere-stiiig and im- 
portant data on the eubjcet of treating ties 
and piles ia preserve them from det^ay^ 
rather expecting that some special business 
would get me out your way and give me an 
opportunity of presenting tliis timely topic 
to you in person. 

As tliia now seems improbable, I will be 
glad to forward tbia data to you, on re- 
quest, and I believe you will find it espe- 
cially interesting, in view of the fact that 
the main obstacle to the treatment of ties 
and piles — the excessive eost of shipping 
from supply points to treating plant and 
thence to points of delivery — has been re- 
moved. 

As the mere cost of treatment is greatly 
less than the nost of replacing untreated, 
decayed timbers, the use of a Portable 
Wood Presei'ving Plant on your line would 
necessarily result in a saving of thousands 
of dollars annually, which could be paid out 
to your Btoi'kholders in dividends. 

It seems to mo that this matter is impor- 
tant enough to warrant your taking a per- 
sonal interest in it. and when you are 
ready, it will be my pleasure to arrange for 
an interview with you^ or another official 
of the road who would represent you» when 
I can present the matter more fully and 
witli special applir^ation to the conditions 
existing on your lines. 
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Awaitmg your permiasion to forward the 
illu.strated dnta above mentioned, I am. 
Very truly yours, 

Letter Sent First to the Chief Engineers: 

Dear Sir: — 

I assume that yoii, ui your position, are 
necessarily a close observer of railway de- 
velopments and you probably have read in 
some of the engineering journals of tlie 
niannor in "which the trt-atment of ties and 
piles to preserve thf'm from deeay has been 
made practical on the L^nlon Pacific Lines. 

As yon know, the main obstacle here- 
tofore has been, not the cost of treatment, 
but the excessive coat of transporting tim- 
bers by rail from supply points to the treat- 
ing plan! and then<?e to points of delivery. 
AVe hove removed thrs one last obstacle by 
the perfection of Portable Wood Preserv- 
ing Plant, which is mounted on its own 
Iruclcs and quickly and conveniently trans- 
ported by rail from point to point. 

As the cost of treatment by means of the 
Portable Plant is greatly less than the coat 
of replacing- nn treated, decayed limbers, 
there seems to be nothing in the way of 
your treating all timbers used on the Hne» 
which would enable you to make a great 
reduction in the cost of maintenance aud 
result in a savinq: of thonsands of dollara 
annually. 

It seems to me that this matter i& impor- 
tant enough to warrant your giving it im- 
mediate consideration. I am now prepar- 
ing some very interesting and important 
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data oo the subject of Ireatmg timbora, in- 
cliidinp n number of iliuetrations showing 
operation of the Portable Plant, and I will 
be glad to send you these, if desired. I have 
withhold this data for ecvoral ■weeks, hop- 
ing that I might find an opportunity of pre- 
senting it to you and other ofBciHls of your 
road in person; but as this now seems im- 
probable, T await your pennissiou to for- 
ward same to you "direct. 

Very truly yonra, 

Letter Sent to Engineer of Maintenance of Way: 

Dear Sir: — 

I have prepared some very interesting 
and important data on what is, perhaps, 
the maintenance problem of the hour — the 
treatment of ties and piles to preserve them 
from decay, and would have teken the mat- 
ter up with you before^ but for the fact that 
I had hoped to have nn opportunity of pre- 
senting it to you in person. 

As the pressure of other matters now 
znake^ this seem unlikely, I will be glad to 
forward thi.^ data to you at your request, 
to look over at your leisure. 

The main obstEicle to the treatment of ties 
and piles — the excessive eost of shipping 
from supply points to the treating plant, 
and thence to points of delivery, has been 
removed by the perfection of a Portable 
Wood Preserving Plant, and yon have no 
doubt seen accounts of its sneeessful oper- 
ation in the pages of the engineering jour- 
nals. 

The reduction in the eost of malnlenflnee 
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made possible by the treatmeot of timbers 
V7ii\i the use of the Portable Plant, it seems 
to me, must inatsiiitly yruusc* a man ia your 
position, and i will be glad to let you have 
the data above referred to, wbich includes 
some exrellent photographiL' illustrations 
X)! the plant in operation, 

I shall personally appreciate the courtesy 
of an early re])ly, and awaiting same, I am, 
Very truly yours. 

Letter Sent to Superintendent of Bridges and 
Buildings : 

Dear Sir: — 

I have prepared pome exceedingly inter- 
esting and valuable data on the important 
subject of treating ties, piles, bridge and 
other timbers to preserve them from deeay, 
a topic which has been exciting considera- 
ble diseuasjou among railway officials; and, 
witb your permission, T will ^eiid you thi;^ 
information, although I am somewhat dis- 
appointed at not being able, on account of 
the [pressure of otber business, to lay the 
matter before you personally^ as I had an- 
ticipated. 

It has long been recognized that the cost 
of treatment ia greatly less than the cost of 
rcplaciug untreated, decayed timbers, but 
the obstac^le bas been the excessive cost of 
transporting limbers from Bupply points to 
treating plant, and thence to points of de- 
livery. This last obstacle hag now been re- 
moved by the perfection of a Portable 
Wood Preserving Plant which is in sue- 
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eessfal operation on several lines, iflclading 
tbe Soutliem Pacific. 

In the treatment of timbers, we are far 
behind the roads of Europe, and as it is 
fast becoming the big raaintenaiice problem 
of the hour in this country, yon will want 
to be thoroughly posted. The data above 
mentioned will include a number of excel- 
lent photographic illustrations of the port- 
ably plant in operation. Awaiting your 
reply, I am, 

Very truly yours, 
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An Instance romes to mind of circularizing a rail- 
■oad on the subject of transfer tables with result 
eight of the tables were ordered. In this in- 
itance each official had a line of argument — a dif- 
ferent letter from us; and when the President asked 
me or two minor officials fheir opinion each had 
opinion of his own. They had been informed 
about it by us, and were, therefore, not quite as un- 
informed as they would have been if the President 
,.only had been written to; and they were ready to 
boost our game because we had not gone over their 
heads. 

The great army of advertiaers, in circularizing 
^hia railroad, would have written only to the Pur- 
chaBing Agent. If they had sent letters to any other 



sa 



MODERN BUSrT^ESS COBBESPOKDENCE 



ofScial they would have seut him the same letter 
they had sent the Purchasing Agent, It take^ a long 
argunieut to convince some people that this is wrong, 
as tlie for<»going instant^e will show. A letter, to 
do the most good, must have a persoi^al tinge which 
cannot, in the same letter^ appeal to the President 
of a company and his Purchasing Agent. 

But when we aent out the letter that was replied 
to ao freely by railroad officials, we sent a letter that 
was not accepted as a circular letter. It was a reol 
imitation of a personal letter. People will say: **0h, 
well; I can tell a circular letter as soon as I see it/' 
But if the work is properly done they cannot tell 
ihe difference. It is absolutely possible nowadays 
to get out letters that nobody can detect as cirGu- 
lars; that is the proper function of a circular letter 
—to take the place of an original The first thing 
about an advertising letter is that its appearance 
must be equal to or superior to that of any personal 
letter which might be written the same man on the 
same subject. The trouble with too many circular 
letters is that they are nicely gotten out and then 
spoiled in the addressing or filling. If this is done 
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the effect is all lost and, of course^ they can be de- 
tected at first glance. 

In framing up an advertising letter to go to peo- 
ple generally througiiout the country, it is neces- 
sary to classify these people and divide them up, 
as we classify the officials of tliia railroad- In writ- 
ing letters to Jawj'crs, for instance, to sell books to 
them, the writer of the letter should consider the 
difference between even a brilliant lawyer in a small 
town in the West and the same caliber of man in the 
large city of the Eaat — where the lice of work might 
be vastly different. 

To write effective letters for circular purposes 
pains mnst be taken. Never ait down in your office 
on the spur of Ihe momftnt and draft up a quick 
letter to be sent to all sorts and conditions of men, 
ae some advertisers apparently do^ without having 
at hand something worth saying. Line up some of 
the insifle facts which the buyer or the public are 
not acquainted with, and when you reat^h the cus- 
tomer, reiiL'h him witli some new thought or idea 
whicli is of interest to him. Instead of indefinite 
and mnilom remarks like: '*We would like to have 
your orders/* and ^'We will give your orders the 
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best of attention,*' and talk about ''Euamesy meth- 
ods and high grade goods wliich will appeal to you" 
— there is alwa^'s something to he said iu every line 
of hiisiness wbiuh will diret-lly Lit the man in bia 
weak spot — wliieb is generally a desire for more in- 
formatiou about his own business, 

Some of the things that should be avoided and 
some of the things that should be insisted upon and 
always donCt are these: Xevor to brand a letter in 
first sentence or first paragraph as being a form of 
advertising letter. Never open a letter with a quo- 
tation or cateli phrase, or some platitude that will 
make a man thick of ^omo haj^pening in bis life or 
some book he has read. This is not to the point in 
a business letter. Try to open a letter witb some- 
thing distinctly personal along suggestive tines. 

A man's attention muet fir^it be gotten, but it must 
he gotten in the right way, A man might go out in 
the street und stand on his head to attract attention, 
but he would hardly increaae hi?* sales by it. But if 
he can get attention directed towards his office — if 
be can awaken the attention of busineea men to what 
he is saying in his letter, hia sale is half made. 

One of the most important points to be observed 
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in the writing of t'ircnlar letters is that tLere most 
be fl personal toucli effet'ted wliit'h mil give to the 
reader some information thai he wants — to say to 
a man something that he wants to hear. And the 
tone of the letter must he just the same as with the 
personal letter. A good way to arrive at that is to 
sit down and dictate a letter with some certain man 
in mind representative of a elains. Then dictate an- 
other letter to a different man in the same class 
in another locality — possibly throe or more. Then 
take them all and resolve them into a single letter 
which will meet the ideas of each And niake him feel 
that you are writing to him and not at him. 

The form letter is nsually a sort of impersonal 
appeal, which always makef? a man feel that he is 
only one of ten Ihonaand to get the letter. Even 
though he is interested, he does not like to answer it 
because it seems to him that he is doing something' 
undignified in answering a circular letter. 

One more point is that the writer of an ndvertis- 
ing letter has no right to demand a reply to it. The 
prospective customer is under no obligations to re- 
ply imtil he gets ready. It is a common thing to 
criticize the people written to, and it should he 
avoided- 
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FORM LETTERS. 



"Form" letters have become an important part of 
busioesa mauLinery — or the macliLuery of uorres- 
poQileiice. Catalogues, booklets and circulars are 
the mediuiDE for conveying certain techuical trade 
facts and informatiooT necessarily embodying details 
and descriptions that could not be conveniectly 
^iven in a letter. But the "form'' letter occupies a 
distiuct and unique position. It offers a medium of 
personal, s]>ecial eommimicution not afforded in any 
other manner. 

As aa introductory for the catalogue and ottier 
printed matter and aa a means of soliciting and en- 
couraging business from numerous and widely 
separated individuals it is unequaled in flexibility 
and efficienoT, When trade was young Lind the list 
of the firm's custtfmers limited it was not an im- 
possible task to write a personal letter to each ono. 
But as the domain of trade has advanced to the 
bonnds of a great Empire and ciistomers of aingle 
concerns are numbered by the thousand^ scattered 
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tlie world over, some other method of ** personal 
letter writing" became h necessity, and — since '*ne- 
cesfiity is the mother of invenlioii"— the mullipUed 
^'imitatioE," "form" letter was the result. 

The Srst attempts at reprodneing letters in any 
desired qnantity each having all the ear marks of a 
"personal" letter were not suecesfiful or pleasing. 
But methods have been improved to sncb an estent 
that to-day they are turned out in thousands having 
the indiviilual names filled in, pen-writt en-signatures 
— all so cleverly done, with puncuation marks 
punched through, that the expert would be puzzled to 
distinguish between the l^th thousand one and the 
original type-written copy. So much for the me- 
cUanif^I pof^sibilities. 

Given this means of endless multiplication it rests 
with the correspondent or the Department of Promo- 
tion, to avoid in the wording and phraseology every 
semblance of machinery and multiplicity. The ol^ject 
is to impress each recipient with the idea that the 
letter ia a direct and personal one to Lim or to his 
roncem. Although hundretls of thousands of 
dupliL^ated letters are sent out daily, and although 
customers are becoming wary of imitations, they ye 
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offer to the ingenious, competent correspondent a 
means of great snccesa in obtaining and holding the 
customer's attention and promoting and extending 
the husiness of his company. 

"Form" letters to agents and branrh offices are, 
of coarse, simply a matter of convenience, and are 
recognized as such. No attempt is made to disguise 
the fact. These internal form letters are usually 
reproduced with some one of the several ofllce du- 
plicating processes. This method of communicating 
factory or office intelligence to a number of agents, 
officers^ salesmen and heads of departments is an 
extremely efficient and time-saving one. It insures 
accuracy and uniformity of instructiouE and infor- 
mation. 

However, it is in the Department of Promotion 
and in the '*fonow-np" work that the duplicate or 
**form" letter is of the greatest service. With the 
campaign fully determined Eind carefully devised in 
detail, the one in charge, with the aid of a few ex- 
pert typewriters, can, at a minimum of expense, keep 
a multitude of possible buyers constantly attentive 
and interested and out of the whole number win a 
surprising percentage of profitable business. Great 
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care Bhould he nsed in writing the initial or "copy'* 
letter. No ingenrnty of logic or subtlety of persua- 
sion IB to be neglected in building tbis letter. Sen- 
tence by senteiLGe^ paragrapli by paragraph, but 
withal !*ut*b skill is to be used thst there will be no 
evidence of coustnictive work apparent in the 
finished appe^il. By this, it is not meant that the 
letter is to have a patent leather gloss or an Addi- 
sonian diction calculated to make it easily swallowed 
like a sugar-coated pill. There must be point and 
edge to it; tooth and nail; power to draw and con- 
vince. 

In rapidly dictating answers to a miscellaneous 
grist of letters there is not opportunit>' for the de- 
gree of care in each reply that could be given in the 
same time to a single letter. But with the '*form" 
letter even thoogh reproduced by thousands — each 
copy should represent the highest ability in letter 
writing skilL 

In general correspondence, answering letters re- 
ceived, the writer has the work to a large estent 
predetermined or fixed by the nature of the letter 
under reply. He has, in a majority of cases, simply 
to answer questions and if he clothes his answers in 
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pleasing drees of language, correctly, neatly, polite- 
ly, tersely, lie lias done well But there are thon- 
eands of original letters to be written. Letters that 
are written to introduce a business proposition, and 
that are, to use a sporting phrase, **sparnog for an 
opening." Mucli cleverness of conception is possi- 
ble in this branch of correspondence. A great deal 
depends upon awakening lively personal interest in 
the opening paragraph. The more strongly this can 
be developed, the greater the posaibility of securing 
an interested audience for the main body of the 
letter. 

Many devices may be, with entire propriety and 
fairness, employed to gain initial attention. No mat- 
ter how busy, bmsque or crabbed the object of the 
epbtolary attack be is, beneath the exterior crust, 
only human and is to a greater or less degree influ- 
enced by the niceties of letter writing; the adroit- 
ness of approach; the diplomacy of address. If he 
take time to analyze the letter he may recognize the 
fiction, the diplomacy, the subtle approachj and if he 
does it pleases him the more to feel that be is con- 
sidered worth the game. 

As merely suggestive of the possibilities in the di- 
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rection indicated we give a few examples of opening 
paragraphs : 

Dear Sir: — 

Vou have no doubt read the article in the 
current issue of magaziae re- 
lating to I was much interested 

and if the article escaped your attention I 
believe it worth your while to look it up. 
The solution of the matter is of vital inter- 
est to every manufacturer in our section and 
I would be pleased to know your opinion of 
the author's views. 

Keverting to a matter that, perhaps, more 
intimately interests us, allow mc to ask 



Such an introduction prefinpposes a hroadness of 
interest and information and the request for his opin- 
ion is an added compliment to his worth and influ- 
ence in the premises. Or as follows: 

Dear Sir : — 

During a recent business trip to New York 
my attention was directed to the proposed 
extension nr n-lmikling of your plant. As- 
suming that the iuforniation is entirely cor- 
rect 1 wipli to congratulate you on the en- 
larged sphere and greater facility which the 
eompleted buildings will undoubtedly bring 
to you. 

If not premature T wonld like very much 
to interest you in the 
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This inference of wide publir^ity — or general in- 
terest !□ his doings — cannot fail to stir a perhaps 
latent feeling of prirle in the importance of Lis op- 
eralioDs. 

Dear Sir: — ■ ^ 

1 met our mutual friend, Mr 

nt the club this evening and was much 
ploai^ed to leHra 



Qonllcmon: — 

Iti looking over some memoranda I was 
reminded that 



Moit corlninly no stereotype form can be laid down 
for introductory soutenees or paragraphs. Every 
oeeUHLon nmy cull for a diveraion from any precon- 
eoivinl iimimer of address. The two or three es- 
nmplei* above are simply given to illustrate the idea. 
The variety of atyle or method of application is only 
limited by the versatility of the correspondent. 

Circulnr letters printed in large quantities in imi- 
Ifttion of lypewriliiiff, with spaces left to be filled in 
with dale nml uiUlre^s, are admitted to the mails as 
lliird vhnn nmtler. or t^"© ounces for one cent, pro- 
vldiiijf tlicy itro left unsealed and mailed at a post 
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office. This is the same rate that is placed upon 
regular prmting-press eireulars^ but the appearance 
of the envelope ia also that of the regular circular 
and will get the same treatment at the hands of a 
recipient. For this reason many enterprising con- 
cema wiU not take advantage of the lower rate of 
postage, bat prefer to put a red stamp on the en- 
velope instead of tell-tale green one, If the blanks 
are Slled in neatly on the letter and the envelope 
sealed and bearing a two-cent stamp, it is almost cer- 
tain to be opened and read, 

Theae circular letters are generally printed in 
black because the ink can be more closely matched 
with a typewriter ribbon. Ualess great care is used 
in matching tints and shades and in spacing so as to 
deceive the eye of a reader all the efforts at making 
a special appeal are lost There are duplicating 
machiues on the market now which enable one to 
print imitation typewritten circulars in his own office 
at a rapid rate and do excellent work. One concern 
known to the writer prints these circulars in its own 
office, and puts them on double letter-heads, the three 
extra pages of which arc covered with doficriptions 
and half lone reproductions of goods in stock. 
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There are circumstances in business which rerjuire 
that the same thing shall be said to a great many 
persons in much the same way ; and even many times 
to the very same person. This is often the case with 
letters to debtors and letters soUciting busineas. It 
is cscoedingly monotonous to write or dictate "the 
Game old song" over and over a thousand timee» and 
yet the effect would be sacrificed if the letter sent 
for the purpose were plainly a press form with name 
and date filled in. It is required that the appearance 
of each letter indicate that it is a personal and spe- 
cially-written appeal. 

In such cases a clever device, used by many houses, 
is to frame up a set of letters coveriog the points 
to be expressed. These are written up In duplicate 
and numbered. One of the two sets is to be kept in 
the desk of the stenographer and the other in the 
desk of the dictator. Then the dictator merely givi^s 
the stenographer a list of names with the number of 
form letter which he wishes to go to each. The result 
is that a fresh ribbon copy of si nicely worded letter 
is sent out and which will uppear to the reader to 
have been dictated for him speeially. 

This saves the time of the dictator; it saves the 
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time a stenographer would require to transcrib© 
sbortliaad notes ; it can be done by a gir! typist whose 
sfilarj' is $35 a month, as against a stenographer 
who would be paid $60 or more because of her abil- 
ity to write shorthand; and the typist soon loams 
the letters by heart eo that she oaji rattle them off 
at Q surprising rate, thus effecting an additional 
earing of time. 

There is a great tendency among office men to 
fall into a set phraseology in writing letters. No 
matter how great their vocabulary or what the sub- 
ject may be» they will confine themaeives to a group 
of a dozen "cut and dried" phrases. Sueb letters 
cannot be classed under the head of "personal ap- 
peals" which a dictated letter should be, nor do 
they come under the head of form letters which are 
used to save time and labor. They are merely an 
unhappy combination of both, possessing the bad 
qualities of both and the advantages of ueither. 

Do not repeat the same old forms of words a hun- 
dred times to the same person, even if the subject 
is precisely the same — transmittiug a monthly re- 
port, for instance. So long as it la a specially writ- 
ten letter let it show some versatility on the part of 
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tbe writer. It is better to use a regular form letter 
without any effort to conceal the fact — a brazen press 
copy filled in with a pen — than a dictated letter made 
up of boiler-plate phrases. 
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COLLECTION LETTEKS- 



The department of sales and the departmeot of 
credits and colleetions should be very inthnately con- 
nected and should each have full information aa to 
the relationship between each and the customer. The 
efforts of the one to make sales and the watchful- 
ness of the other to effect colleetions should be so 
conducted that there will be no conflict, no action at 
cross-purposes. 

No matter how earnestly the salesmen and Sales 
Department may labor to promote and build up 
buainess, these efforts may be badly handicapped, 
or indeed completely nullified, by a lack of diplom- 
acy on the part of the Credit mau. The difference 
in the attitude of the two departments is marked : 
the efforts of the Sales Department may be classed 
as aggreesire, while the position of the Credit De- 
partment is defensive. It sometimes happens that 
the salesman is too anxious to swell his sales totals, 
and in this anxiety he fails to exercise a judicious 
degree of canlion regarding the character and stand- 
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ing of the individuals or firms from wliom he so- 
licits biminess. There should be a feeling of help- 
ful co-operation on the part of the salesman toward 
the Credit Department. He is in constant and di- 
rect tonch with the customer, and therefore has the 
opportuDitj' of obsemng many details and condi- 
tions which would never, in the ordinary coarse of 
events, come to the knowledge of the Credit Depart- 
ment. 

On the other hand, the man of a narrow-minded, 
fiuapieious and distruetful nature has no place in the 
Credit Department, While he may and should poa- 
fleas the trait of keen insight and analyaia, and a 
native intuition which will enable him quickly to 
penetrate superficial conditions and disguises, and 
^rasp the real sitnation, he should, nevertheless, 
be of broad understanding and kindly disposition- 
This does not infer that he may be careless or ir- 
resolute in action, but all of the saving character- 
istics mentioned are often embodied In one indU-id- 
ual, and when they are so found we have the man 
who 18 invaluable to hie employer and to the bussi- 

The successful Credit man must be a master ol 
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tter writing. The peculiarity of his duties con- 
fines him closely to the office, aad his chief mediimi 
of keeping in close touch with the flEancial condi- 
tion of customers are the tetters received and writ- 
ten by his department. In Bcareely any other 
branch of business work is there 30 much need of 
discrimination and diplomacy in letter writing. Let- 

rs relative to credit and to collcclione touch the cus- 
tomer of the house on his most sensitiye point and 
the fact should always be carefully considered. Every 
day the Credit man is confronted with new conditiona 
which call for immediate action. His policy and de- 
cisions must be espreased, clearly, definitely and 
forcefully in his letters, They muat be so couched 
in diplomatic language that no fair-minded man may 
take offence at them. 

Not long ago, the head of a large wholesale estab- 
ishnient made inquiry of the writer for a Credit 

an. He stated that he had a man filling the posi- 
tion who was energetic^ trustworthy and *Mong- 
headed" in every way, save that he did not know 

w properly to write a letter. The merchant said: 

"He knows so little of the art of correspondence, 

at when he writes a letter granting a favor to ft 
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customer, it Is dooe vitb a Uck of tact and grace 
that offends the Tecipient and often caiifi«s him to 
transfer bis trade to a competitor as soon as be 
can •OQveniently arrange it. And ibis Credit Man 
vbo has alienated ihonsands of dollars in good ac- 
counts, thinks himself a past-master in the art of 
letter writing." 

While the promotion work of a bnsiness does not 
ordinarily originate with the Credit Department, to 
this department is given a great opportunity for the 
encouragement and cortgervatism of bnainess. As 
illuBtrating this feature and the possibility of com- 
bining the work of eolleetion with the enconrage- 
niQnt of further bosiness, a few examples of letters 
are given. These are a series of actual letters used 
with de<.Mded success by a manufacturer at a time 
when he needed every dollar that he could collect, 
nt the same time he needed all the orders he possibly 
could gel, and needed also, still further to strengthen 
the bonds of (^ordinl business relationship between 
hlmnelf nnd his cuetomere* 
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or an Account of Less Than $100. 



Mr. T- B. Kraua, 

Aurora, Texas. 
Dear Sir: 

We are enclosing a statement of account, 
and wish to request as a special favor tiiat 
you send ua a remittance previous to the 
i2th inst. if possible. Do not tlunk tLat, 
because the amount Is small, it Is not im- 
portant We have unusually heavy obliga- 
tions maturing the 15th of this montb, and 
while the amount due from you will he a 
decided help to us at this time. We find it 
neceeeary to round up every available dol- 
lar. Kiudly advise us if we umj depend 
upon you for thia amount. 

In looking over your account for the past 
few months it oCLmrs to the writer that we 
are not getting our fair share of your busi- 
ness. If this is possibly due to any failure 
or neghgenre on our part, we hope that you 
will undertake to ehow us the error of our 
ways, because we certaioly want all of your 
business that we can get- 
Awaiting your reply with interest^ we are, 
Sincerely yours, 

Johnson & FLYr^N, 



For an Account of $ioo to $200. 

Mr. T. B- Kraus, 

Aurora, Texas, 
Dear Sir: 

We are oneloeing a statement of occounl, 
and although ihe amount is uot large, we 
will greatly appreciate a remittance! as it 



102 



MODEBN BUSINESS OOBBESPONDENCHl 



will aid na mfilerially to meet our own heavy 
obligalions- May we ask that you will 
kindly give this your prompt attention^ 

Owing to the usual dulloe&g at this season 
of the y«ar, we fiud collectioDS somewhat 
slow. However^ it has heeu uccessary for ua 
to keep the usual number of employees, and 
the pay rolls at oar factories must be 
promptly met. 

We trust that you appreciate the situa- 
tion, aad that you will arrange a remittance 
with entire convenience. 

By the way, are we getting just aa many 
of your orders as formerly! Do not wait 

for our Mr. to call. 

If you need anything between his visits do 
not hesitate to send the order right in to us; 
we assure you it will be appreeiatod and will 
have our prompt and best attention. 

Thanking you in advance for your cour- 
tesy, we are. 

Sincerely yours, 



For an Account of $200 to $500 or Over. 

Mr. T. B. Kraus, 

Aurora, Texas. 
Dear Sir: 

We are enclosing a statement of aecoaut» 
and wii^h to fl/*k if it will be possible for you 
to remit all, or a major portion, of this pre- 
vious* to the 15lh inst. We have unusually 
larjfo obligations to meet this mouth and 
^A\\ doubly appreciate any effort, in the line 
of remittance, on the part of our eustomera. 
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We have anticipated a fairly active de- 
mand for supplies betweeu now iind January 
first, and liavo run our varioua factories at 
about the u^ual output. This aeeuniulatiou 
of stock has tied up an extra amount of cap- 
ital, but we think we will be justified in do- 
ing this by being aide to iill urtlera wltli 
greater promptness and completeness- We 
believe this will be verj' mueli appreciated 
by our customers. 

Trusting that you can arrange the remit- 
tance without ineonvenieuce, and that you 
will also send us some good orders during 
the month, we are, 

Sincerely yours, 

JoHiJSON & Flynm. 



For Accounts More Than 60 Days Due. 

Mr. T. B. Kraus, 

Aurora, Texas, 
Dear Sir: 

Enclosed please find staiement of yonr 
account. Tou wilt notice that a portion of 
this covers purchases made ovt^v sixly days 
ago. We are greatly in need of immediate 
funds wherewith to meet our obligations, 
and we trust that we are not askiug too 
much by requesting a check to eover the past 
due account, and as much of the balance as 
possible. 

Please advise me by return mail just how 
much we can depend upon, aud don't forget 
that we are as hungry as ever for more 
orders. 

Thaniing you in advance for your cour- 
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tesy and awaiting your reply with interest, 
we are, 

Sincerely yours, 

Johnson & Flynn. 



Small Accounts Past Due, 

Mr, T, B. Kraiis, 

Aurora^ Texas. 
Deiir Sir: 

We are enclosing statement of aeeount 

to 1st. You will notice 

that ,...i of this covers pur- 

cbuscB prior to It is 

nbsolutely necessary for us to secure every 
ilollar possible in order to meet our own 
heavy obligalionH, and we tnist that you 

will arrange to remit ua at least 

before the 10th inst, 

Pleaftc do not feel that because the 
amount ia small it is not important. Every 
dollar now helps us a little more than a dol- 
lar's worth, and we will be greatly pleased 
to have your prompt attention. 

If you vaa send us a substflnlial order 
nlonff with the remittance, you ean feel aa- 
»uri'(i it will bo much appreciated. 

Tliankiiig voii in advanee for your cour- 
te»y, and awnitini? your reply with interest, 
wo aro. 

Sincerely yours. 
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Delinquent Account. 

Mr. T. B. Krans, 

Aurora, Texas, 
Dear Sir: 

We are enclosing a statemeat of your ae- 

couiil, Yuli will notice that this is , 

moDtbs old- We have sent you several state- 
meots, but have not received a reply. We 
feel tliat we have extended to yoii all the 
time on this account that you can consist- 
ently ask and wish that you make immediate 
settlement of tbis balance. We bave beavy 
obligrations of our own to meet and must 
avail ourselves of every dollar outstanding. 

We are obliged to pay onr own bills 
promptly on thirty days' time and our pay 
rolls every week, and cannot agree to extend 
more tban thirty days to our customers in 
any instance without special arrangements. 

We will eipect a check by return mail, 
failing to receive it, will make a sight draft 
for the amount. 

Our Mr advises us that 

although he viBits you regTilorly* ae usual, 
he has been unable lately to secure your 
orders. We do not believe that you have 
ever had cause to complain of either onr 
goods or prices and would be glad to have 
yon with us again. Can't you send a good 
order with your cheek? 

Sincerely yoxirs, 

JOHNBON & FlTNN. 
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A FoUotV'Up Letter for Either of the First Five 
Letters AbovG Given. 

Mr. T. B. Krans, 

Aurora, Texas. 
Dear Sir: 
We wrote yon on ...,.., and 

enclosed a statement of apoount. We were 
much in hopes that you would send ua a 
check by return mail- If thcro are any items 
that do not agree with your books, kindly 
let us know at once so that the differeoces 
may be promptly adjusted. 

We trust that you ciin accommodate us as 
reqtiested in our previous letter and that we 

will hear from you by the 

We again assure you that a remittance at 
tins particular time will be greatly appre- 
ciated. 

And don't forget that we want your or- 
ders, too. Prices on are 

likely to make a sharp advance in a few 
days. 

Sincerely yours, 

Johnson & Flynk. 



Those Credit Men who object to using Ibeir own 
need of funds as an argument for urging their cus- 
tomers to remit — and many large houses will enter- 
tain ihia objection— may introduce in the place of 
that clause, an appeal to the customer's sense of 
pride and fairness and the advantage which he will 
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eecure in keeping bis financiah relations in the best 

condition and above criticism. 

It is ^ell to say here, that these collection letters 
are not intended as arbitrary forms. Very likely 
they are not above criticism, but they possess the 
saving grace of having successfully accomplished 
their mission. 

It will be noted that, while the collection letters 
here given are in the nature of direct "duns,'* the 
writer ''keeps bis gloves on'' and tbe invariable 
friendly appeal for more orders is weU-ealculatud 
to forestall any ill feeling ttiat might have been 
aroused by a plain, hlant "dunV 

After an account has become past due to an un- 
warranted degree, and tbe usual letters do not bring 
reaultSj then summary action is, of course^ required. 
This phase prcsenls so many lines of action that no 
set form of letters can be suggested* Right here, 
the ability of the Credit Man must make itself ap- 
parent in order to avert loss- There is a time in 
the affairs of th^ Credit Department when the g!oves 
must be laid aside and the mniled hand he laid on 
with weight and decisioD. 

The varied phrasing of the following letters may 
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illustr&te the manner in wMdi the tactful Credit 
Man may adapt his letters to meet differing condi- 
tions. 

Statements should always be sent ont wlien an 
aoeonnt ie due, ae they serve to call attention to the 
fart that the account is due and expected to be paid, 
as well as being a guide to the customer in checking 
his acronntfi. 

Should uo attention be given to the statement 
and it becomes necessary to follow it np, another 
Rtatemeut may be enclosed with the following com- 
munication - 

Ewer, Indet & Co., 

Chicago, UK 
Oeutlemen: 

Ten days ago we mailed you statement of 
account due at that time, and as we have 
heard nothing from you we thought it pos- 
sible that same may have miscarried. We 
are hnoding you herewith a duplicate of the 
former statement, which wc trust will reach 
you siifely and have your attention. 
Very truly yours, 

Milton, Beown & Co. 
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To follow the preceding letter; 

Kwer, Icdet & Co., 

Chicago, IIL 
Gentlemen : 

We beg to call your attention to the en- 
closed statement of account, which is now 
past due. We have sent you two statements 
previous to this, to which you seem to have 
given no attention. 

It may be possible that you have over- 
looked tile matter but we trust this will be 
a anITieii'Qt reminder and that you will oblige 
UB with a remittance without further delay- 
Awaiting your favor, we are. 
Yours tmly^ 
Milton, Bnoww & Co. 

To foUow: 

Ewer, Indet & Co-, 

Chicago, IIL 
Gentlemen : 

Having received no reply to our request 
for rfmillance we have concluded you desire 
U9 to draw on you, which we will do on the 
15th inet, unless remittance is received hc- 
t'ore that time. We ask that you will kindly 
protect our draft. 

Yours truly, 
Milton, Beown & Co. 

To follow: 

Ewer, Indet & Co-, 

Chicago, 111. 
Gentlemen: 

We have to-day drawn on yon, at three 
days sight, through the First National Bank 
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of your city for the amount of the enclosed 
statemeJit. Kindly protect draft and oblige, 
Yours truly, 
Milton, Bbown & Co- 

To foUow: 

• 

Ewt-r, Indet & Co,, 

Chicago, III, 
Gentlemen \ 

We are to-day in receipt of our draft on 
you returned to us by the First National 
Bank with adviee that you refuse to honor 
it. We are unable to under^^tand wliy you 
treat ua in this manner after the many 
favors we have extended to you, and regret 
extremely that it has been neeessavr to turn 
this matter over to our legal department 
for adjustment. Instructions have been 
given them to withhold action until the ^5th, 
in order to give you an opportunity to make 
a more amieahle aettlenient and thus save 
yourself and us much trouble and annoy- 
auee. 

Trusting you will avail yourself of our 
leniency in thie matter before it is too late, 
we are, 

Voura truly, 
Milton, Beows & Co. 

Other forms that mi^ht follow: 

Ewer, Indet & Co., 

ChicHgo, 111. 
Gentlemen: 

Permit UB to call your attention to the 
amount due us on account^ as shown in en- 
closed atatemeat, which you have perhaps 
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overlooked. We trust you will find it con- 
venient to favor 118 with a remittance at this 
time and beg to lemaiiL, 

Yours truly, 
MiLTow^ Beown & Co- 

Ewer, Indet & Co., 

Chicago, HL 
Gentlemen : 

We hog to again call your attention to 
your account with us, which is now past due, 
and regarding which we wrote you on the 

Can you not fi:ivor us by remitting 

this amount at once! We have large obli- 
gations of our own to meet and are forced 
to call upon those who owe us to help out. 

Anticipating a remittance, which we as- 
sure you will come as a special favor at this 
time^ we are, 

Yours fruly, 
Milton, Brown & Co 
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Ewer, Indet & Co., 

Chicago, 111, 
Gentlemen: 

We are unable to understand why you fail 
to give any attention to our requests for re- 
mittance of our account against you. 

The account is now long past due and 
there can be no raiBtake, a.n the terms of the 
account are philiily stated in the respective 
invoices covering the various purchases. 
We insiet that you liqaidate this account 
without further delay, otherwise it will be 
necessary for us to take steps to forc^ col- 
lection. 



112 MODERN BPSISEJ^B C0ITBE8P0NDENCE 

Trusting you ^ill avail yourself of tbia Op- 
portunity to savG both youi^elf and us much 
anuoyance, we aro, 

Yours truly, 
MiLTONj Bhown & Co. 

Rcpl^ to request for extension of time on an ao- 

coitnt — 

Ewer, Indct & Co., 

Chicago, III. 
Gentlemen: 

Your favor requesting an extension of 
time on your ai-count with us^ now due, is 
received. We would say in reply that it is 
not our practice to ^rant extensions of time, 
but as a speeial favor to yon W9 have de- 
cided in this instance to grant your reqneat 

and estGud time for 30 days from 

When tbat date arrives we trust you will 
give tLe matter your attention without fur- 
ther notice from ue. 

Trusting this will be entirely satisfactory 
to you, we are. 

Yours truly, 
Milton, Brown & Co. 

Threata should never be made when possible to 
avoid it and in no instance should they be made 
unless they are certainly carried out if necessary. 
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A great part of the business of a wliolesale bouse 
is done on a credit basis. Very few retail deelera 
purchase their stock for spot cash, and this being 
the case, the extending of credit has become reduced 
almost to an exact science by large concerns. The 
trade of a credit pustoraer is just as highly prized 
hy them as that of the one who pays cash, providing 
his credit is good, and for numeroiiB reasons credit 
business is as desirable and convenient to the seller 
as to the purchaser. 

The exact cost of an order of goods cannot be ac- 
cnrately known to the purchaser until he receives 
the goods and an itemized bill from the seller. Ilis 
order may not be filled in its entirety; or a part 
of tho items ordered may be substituted with others 
of a different price; or, again, he may wish to re- 
turn a part of the goods after he has examined them 
and found them inadequate or damaged; and if a 
check were sent with the order the amount would 
not be correct. 
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nns to ihfi ij:Tt=*t- Tij*r» ^msz S* i rrft& »fccart- 
ihisl: t^.-:??** fmifcfiziL h L* x i*c^3irie iad pass 

Differed 2i«ii>i; ar* i 3se :j •isXBrmia^ ibi^ re- 
fpon^rrCfn', tie sc^^t r<>cclAr cif Triiai. l5 a i-on- 
sultation of tie ?t>=-iiri '^H2=:*refil u«»?l«5. If a 
mac*^ mtisz is cct focs^i ir: tjie Sriiibi Tolnme fur- 
nished bv :iLe*e ii^&;ie^ to th^ir ?::lt*rriber« ifaere 
are but pro o:h.^r r^?^onr_**s — :o obtain a special re- 
port from the oommer\?ial aztnov oe the applicant 
for credit, or eo to the appHeaiLt himwlf. 

The proper war for rvraiier? ro ask for credit 
from a wholesale house would be to obtain an in- 
(riHhiotioo by some responsible i.*erson known to 
them; lo send bank references with their first or- 
der; or a sworn statement of resources and liabil- 
ities. Hut ver>- few of them do this- Many through 
hick of husinoss insight, will either send in an or- 
der without tx word of explanation or they will write 
ti lon^ and bimglosome letter which is tiresome to 
rem! Hiid entirely barren of facts upon which the 
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credit department would be justified in basing 
credit 

Experience has shown that the motive which 
prompts the sending of an order witliout an ex- 
planation or reference is not always the same. Per- 
sonal pride on the part of the sender in a reputa- 
tion already established for being * ^ good pay ' ' some- 
times inflaences him; others omit to give adequate in- 
formation through the presumption that their house 
is sufficiently well known and established as to make 
identification unnecessary; while there are others 
who, their credit being worthless or questionable, 
will send in such an order trusting to luck or chance 
that the goods will be sent without an investigation. 

When there is no other means of ascertaining a 
man's business standing tban by addressing him di- 
rectly, then' the skill of the letter writer comes into 
play, A skillful credit clerk will be able to learn 
much of the character of the applicant by his sta- 
tionery, the style of his letter's construction and 
his penmanship — for many retail dealers do not use 
a typewriter. But such evidence is never conclusive 
and a few well-written letters may do wonders in 
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the way of establishing a basis of credit. The fol- 
lowing will prove auggeative of proper fonns; 

No, 1, Where introduction itiih a request for 
credit has been received: 

'*Your esteemed favor of the 15th inst, 
is received and replying we beg to say that 
we shall be very glad to extend you a line 
of credit provided you will kindly furnish 
us satisfat^tory data upon which to base the 
same. 

"We have made a careful search in sin^h 
records of credit idcutity as are at our com- 
mand, and have not lieen able to find your 
name, which may be due to an oversight, 

''As a business man you will appreciate 
that business ethics demand we sball have 
something id the way of good references. 
If yon will furnish us with sucb references, 
which U]X>n hiveatigation we find to be satis- 
factory, we will gladly extend you the credit 
requested. 

•'Thanking you for the commuoication, 
we are, 

"Very truly yours, 

"MiLTOM, Beow>' & Co., 

'Ter W," 



No- 2, Where references haV3 been enclosed, 

"Afr. Blank, 
■Dear Sir:— 

"Tour favor requesting the extension of 
credit, with references enclosed, is received 
and the matter has to-day been referred to 



ORZDir LETTEK8 

our credit department for mvestigatioii. 

We tmst that developments will be favor- 
able to UR both and that we may have the 
pleasure of adding you to our list of valued 
patrons, 

'"TbankiDg you for your eourt9sy, which 
Tve assure you is appreciated by uh, we are, 
*'Very truly yours» 

"Milton, Bbown & Co/' 
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Tn communicating with tbp persons given n» ref- 
erenees, mentioned in fonii No. 2, we will assume 
6ne to be a banker and another a firm with whom 
the proposed eustonjer has been dealing. 

It is not good practire In making these inquiries 
to say that yon have been referred by the person 
or firm in question as this carries with it an element 
of flattery to which nearly all human nature is 
susceptible and might serve to bias the reply. 

No. 3, To the bank: 

** Gentlemen: — 

"We have received a request from Mr. 

Blank of for the extension of 

i^redit. Will you kindly advise us, in con- 
fidence^ what you consider his credit stand- 
ing to be and to what extent you would 
deem him worthy of eretliti Any other in- 
formation yon may tliink of value tn ns will 
be greatly appreciated nnd, should oppor- 
tunity afford, gladly reciprocated. 
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"Thanking: you for the anticipRted kind- 
ness of an early reply, we are, 
"Very truly yo»^'^. 

An addreftfied stamped envelope should always 
aoconipany comnnini<"ations of this sort. 

Batiks are usually found very coai"teous and fair 
in such matters and in reply to the above conuuc- 
nication would give full detail of all knowledge in 
their posi^ession, * 

No. 4, To the firm given as reference: 

"Gentlemea; — 

'^Mr, Blank, with whom we understand 
you are acquainted aud have had some defil- 
ing, has applied to us for credit. "Would 
you kindly oblige us with fiuch iufoi-niHtion 
regarding his credit Btandinp as you may 
have at hfiudT Thia, we aspure you, will 
l>e treated wjtli strictest eonfidpnee. 

"Thanking you for the kindcei^s of an 
early reply, we are, 

''Very truly yours. 

**MiLTON, Bbown & Co.'' 

A firm receiving a letter of this character knows 
at once the aature of the itformalion desired and 

nsually stands ready to comply with the request as 
fully as possible. 

In addition to communication with the persona 
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given as reference by the applicant for credit, good 
boBineas practice would suggest alao making inves- 
tigation in other directions. Nearly all bnaineas 
concerns are snbacvibere to some commercial rat- 
ing agency, and in questionable cases it is customary 
to ask for special reports, 

A blank form may be used to advantage in mak- 
ing inquiries to banks, law firms and other commer- 
cial concerns, as it is calculated to bring out cou 
cisely the information desired and result in a sav- 
ing of time to both the itquirer and the one applied 
to for information. Tlie followirg letter and blank 
foiTO are recommended for this purjioae: 

No, 5. 

^'Gentlemen: — 

'*WiII you kindly oblige us by filling out 
tb** answers to the list of questions in the 
enclosed blank regarding the person whose 
name is incorporated in question No. 1, or " 
as many of them as yoa can* 

** Thanking you in advance for this cour- 
tesy and awaiting your reply, we are, 
*'Very truly yours. 

"Milton, Brown & Co.'' 

No, fJ, Form of information hiauh: 

1. Do you know Mr, Blank of t 

2. How long have yon known him? 
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3. How long Las Le been in business! 

4. What, in your judgment, is liis busi- 
ness ability t 

5. Wliat are his personal habitsf 

6. What amount of stock does he carry! 

7. Is the stock live mt^rchandise or 
shop-worn goods I 

8. If divided, what proportion of each! 

9. What, if any, is his approsimate in- 
debtednesaf 

10. What real eetate, if any, does he 
ownf 

lip Are there any mortgages or claims 
against his property? 

12. What do yon estimate his total net 
worth to be, both in and out of bnsinessT 

13. How much of his total net worth do 
you estimate to be represented in cash? 

14. Has he ever failed in buGinessT 

15. What is his reputation for meeting 
his obligations promptly? 

16. Do yon consider him a safe risk for 
credit: if so, to what amownt! 



No. 7. Where favorable replies have been re- 
ceived to special inquiries or references the follow- 
ing letter is in good form: 

*'Dear Sin— 

"We are pleased to say that^ upon in- 
vestigation of your credit references we find 
them satisfactory. We &haJl lake pleasure 
in extending credit to you supplying you 
with such goods in our fine as you may de- 
sire. 



CREDIT LETTEKS 



121 



"Awaiting your orders, which wg assure 
you will bp given our prompt and best at- 
tention, v^G are, 

'*Very truly yours, 

"MiLToiT, Beown & Co." 



No, 8. Where it is desirable to limii the amouiU 
of credit to he. extended the following will serve: 

*'Dear Sir:— 

"We have carefully examineii the credit 
reference!^ furnished by you and have aiso 
made invcs ligation f* in other directions. 
Prom the information thns pained we will 
cheerfully exteud you any amount of credit 
within a limit of $ 

"We trust this will be satisfactory to you 
and that we may be favored with at least 
a portion of your patronage. Anticipating 
the favor of an order from you, whitrh we 
assure you will have our prompt and best 
attention, we are, 

"Very truly yours, 

"MiLTOu, Bbowk & Co." 

No. 9. The followivg letter is in good form when 
it is not desirable to extend credit: 

"Mr. Blank, 

"Dear Sir:— 

"We reg^ret to say that, np to this time, 
we have been unable to aecnre information 
regarding your credit standing thjit would 
warrant extending a line of credit. We 
would aay. however, that any further ref- 
erences you might wish to furnish us will 
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have our liest atlentioD- In tlie mean- 
time, in order that you may not be incon- 
venLenced, we would suggest that you have 
goods sent C. 0. D, 

•^Trusting you will appreciate onr posi- 
tion in the matter, and awaiting your fur- 
ther pleasure^ we are, 

**Very trulv yours, 

"Milton, Brown & Co/' 

No. 10, Where the application for credit would 

not even warrant consideration: 

**Deflr Sir:— 

"We are in receipt of your favor re- 
questing us to extend credit to you and 

beg to say in reply that we are not iu a 
position, at the present time, to grant your 
request. 

"Regretting that conditions are not such 
aa would enable us to accommodate you, 
we are, 

*'Very truly yours, 

"Milton, Brown & Co," 

No. IL Where an order onlff w enclosed and in- 
vesiiffotion of the credit records mdicates that the 
credit of the person or firm sending same is good 
a ieiier similar to the following may be sent in 
Qcknou'ledgmeni: 

"Dear Sir:— 

"We tiave your esteemed favor contain- 
ing an order for which we thank you. The 
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order has already been passed to our ship- 
ping department and the goods will go for- 
ward at the earliest possible momeiit. 

''We assure you we are much pleased to 
receive this, your first order with us, and 
trust it may lead to continuous and 
pleasant business relations between us. 

"Again thanking you for the favor at 
hand, we are, 

"Very truly yours, 

"MoiTOK, Bkowk & Co»" 

No, 12. Where an order is enclosed and inves- 
tigation of the credit records would not be entirely 
satisfactory, the following is suggested: 

"Dear Sir:— 

"Your letter with order attached is re- 
ceived, and we presume that, since you are 
a stranger to us, it is your wish to have the 
goods sent C. 0. D., though you failed so 
to state. We prefer to have positive ad- 
vice before shipping and ask yon to favor 
us with same by return mail if possible, 

"Awaiting your kindness, vfo are, 
"Tours truly, 
"MiLTOH, Bbown & Co." 
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THE CEEDIT DEPAETMENT OF A WHOLE- 
SALE HOUSE, 

The credit department of a wholesale house is 
one of the most important and is one on which the 
house depends largely for its success in business. 
Por this reason it must be operated with much care, 
that no point or detail which may be used to advan- 
tage IS lost sight of. 

In a well regulated wholesale credit department 
the first nteaDS of securing credit information on a 
eustoiner would be the uae of the eommercial rating 
and special report systems and membership in the 
National Credit Men's Association, together with 
such other means as the particular case would de- 
mand. Those, together with o oompelent credit man 
and a complete index, reference card and filing sys- 
tem, equip any GstablishmoDt for taking up the mat- 
ter of credit inquiry. 

The reference card, of which the following is an 
example, would be first to be used upon receipt of 
an order or a request for credit from a prospective 
customer; 
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Theae cards would be numbered consecutively on 
card wouJd be tilled out for each cuatomer or ai 
licaot for credit, with name and address, as abov 
lown. Heference would then be made to the con 
lercial rating records and the information foiiri 
lerein would be inserted, together with the date o 
eeoi"d]ng ^aiiie, in the space left after the naioe o 
le agency making the rejiort, on the line heade 
Commercial Rating." For illustration, suppoa 
aat ref^renee is made to Dun's report and the ir 
ormation is shown to be H-3 and the date June '. 
903. This would be recorded on the reference can 
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I 
1 

1 

1 
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as shown above, and the same would be done with 

any or all of the other agencies making a report. 

The card would be filed, in alphabetical order, in 
in a cabinet file for that purpose, to await further 
use. 

The nest more would be to ask for the special 
rating or report on the proposed customer, from the 
commercial agencies of which the firm was a mem- 
ber, {Blanks for the purpose are furnished hj these 
agencies.) Copies of such inqniries should be held 
on file for reference until they have been answered, 
after which they should be filed in proper order for 
reference in making settlements with the agencies. 

When answers of any sort are received to special 
inquiries, the reference card should be taken from 
the Sle and the information obtained noted thereon, 
together with the date it is received^ under the head- 
ing of '*8pec^ial Reports," on the line indicating the 
BOnrce from which the information was received. 

After carL'ful attention has been given to the in- 
formation, the credit man would determine nud in- 
dicate by figure or such mark as might be adopted, 
on the reference card in the coliunn for that pur- 
pose under the heading of '^Classifications," reapec- 
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lively, what class of risk tlie proposed customer 
would represent. 

The infoiTuatiou in detail would be placed in a 
folder^ made for llie purpose, of heavy luanila paper, 
nuniljered to eorre^pond with the number at the lop 
of the reference card, and the folder placed in a 
cabinet file for reference at any time. 

Tor illustration: John Wesley, General Store, 31 
Lindflle Ave,, Minneapolis, Minnesota, applies for 
credit. Ills name^ buainese, and address is entered 
upon reference card No, 1. Dim'e rating list ie 
referred to and shows bis commercial rating to be 
H-3, June 1^ 1903. This is also entered on the ref- 
erence card on the line indicated by the heading 
''Commercial Rating," Application ia then made to 
Dun's agency for a special report, which, when re- 
ceived, would embrace all detail regarding Mr. Wes- 
ley's credit standing. On the reference card under 
the classification of ^'Special Reports/^ and on the 
same line as the name of Dun, the date of receiving 
the information would be entered, say Dec. 20th. 
1903. Presuming that consideration of the report 
would determine Mr. Wesley's credit risk to be 
second elaes; then in the proper column indicating 
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same, under the bead of ''Classifications," would 
be placed the figure *'2'* or aoy other mark that 
might be used to indicate the classification. Under 
tbe heading of "Eemarks,*^ on the reference card, a 
brief aummary of the galient features of the report 
would be noted, as shown in the diagrauL The com- 
plete or detailed report would be placed in a folder 
bearing the number "1/' to correspond with the ref- 
erence card, and the folder placed in a cabinet file in 
proper numerical order. 

Suppose that, after all matters connected with 
Mr. Wesley's credit record had been filed, it would 
again become necessary to refer to the loformalion. 
In the cabint^t file in which the reference cards would 
be filed, under the index W-e (if the vowel index be 
used), the reference card of John Wesley would be 
found. At the top of this card would appear the 
number '*!," indicating in which folder in the cab- 
inet detailed information regarding the credit rec- 
ord of John Wesley had been placed. 

This system of credit record will be found very 
complete and will furnish ready references. While 
it is simple in itself, it may he applied— as the basic 
principle of the credit department— to a bueinesa 
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establishmeot of [iny size, and m»y be added to or 
extended witlioat material change in the original 
system being necessary. 

The above is a general outline of the rcutine nec- 
essary to determine the credit standing or risk of 
customers or projjosed customers. It is a splendid 
idea to keep posted on oUI customers as well as new 
ones. Nearlj' every business house, however, has 
to deal with a line of customers whose names do 
not appear in the credit records of any of the com- 
mercial agencies and who, nevertheleas, are desirable 
and profitable customers. 

The reasons why these names do not appear in 
the records of the commercial agencies are various. 
Sometimes it is because nothing is found upon wbicli 
an agency would care to base an estimate of credit 
riski preferring to make special reports. At other 
times the person is new in business and has never 
made a commercial statement. In still other cases 
the person refuses, through some misguided notion, 
to make a commercial statement. 

Sometimes a proposed customer might not be able 
to make a statement or furnish references tliat would 
appear satisfactory upon the surface, yet back of it 
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would Ijo found integrity and aliilily wliicb, wieii 
weighed together with the references given, would 
entitle his request to favorable consideration. 

In such cases as these the credit man is called 
upon to do his best work and to apply the tricks of 
his trade. He must of necessity be a keen student 
of human nature and able to read character from 
personal contact, conversation and written eommu- 
nicatioDB. His instinct and intuition of characters 
should be reliable, and firmness, judgment and com- 
mon sense his distinguishing attributes. 

No fixed rule can be laid down for the handling 
of applications for credit. The cases varj' so widely 
that, no matter what plan is adopted, it must be 
administered with a high order of intelligence if 
the best results are attained. 
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LETTERS OF COMPLAINT AND ADJUST- 
MENT, 

In large establishments tliero is a department or- 
ganized for the purpose of investigating, adjusting 
and answering all letters of eomplaint. These let- 
ters, it may be remarked, cover ever>' conceivable 
opportunity of complaint or fault-finding that a can- 
tankerous customer can discover or invent. They 
complain of quality, condition, count, weight, color, 
size, delay, prices, discounts, terms, shipments, etc., 
etc. 

It would be impracticable to require the deparl- 
meui immedialely responsible, or concerned in the 
complaint, to make reply. Many of the departments 
of a mercantile or manufacturing company are 
merely engaged in the routine mechanical function 
of filling orders or contracts and have not the time, 
and are not equipped by education or physical cir- 
cumstances to carry on a correspondence. 

To the Department of Complaints is referred 
every letter of that character — except letters relat- 
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ing to terms and credits, which properly belong 
to the Credit Departtaent Each complamt is 

promptly investigated and all facts obtained from 
the depart.nieot involved. Such steps are taken as 
are necessarj' to rectify the error or to demonstrate 
to the customer that oo error actually exists — which 
may seem simple enough; but it is usually about 
as difficult to convince a customer that he is mis- 
taken as it is to convince a woman that a $4 hat is 
as becoming to her as a $20 one. There is an old 
saying, "A man convinced against his will is of the 
same oi>ioion still," and it must have been written 
of a coin plaining customer, 

Port\''nine limes out of fifty the main cause of 
complaint is carelessness at the customer's end, and 
results from lack of method in examining the goods 
and checking them with the invoice. And after a 
customer is morally convinced of it, his pride and 
obstinacy blocks the way of making confession and 
lie makes a curtain of displeasun- to conceal his em- 
barrassment. 

But all of this human frailty is part and parcel 
of business. It is ever present and must he handled 
wisely and well, to the end that the customer is re- 
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tained and his patronage eoctinued, Tbe manage- 
ment of the Department of Complaints must have ac 
mtuitive sense of what is true, right and proper. 
He must know what to say and how to say it in a 
clever, tactful and convinciiig manner. His bump 
of acumen must be fully and finely developed. A 
ooDcUiatory tone and an evident purpose to deal 
fairly should pervade all letters of the complaint 
adjuetor. At no lime should impatienee^ incivility 
or abruptness be apparent in the least degree. 

He must 6rst of all be absolutely certain of the 
actual facts to be obtained from the records of the 
transaction or from personal evidence of employes- 
Ilis assistance is not onb' in requisition because of 
his ability to adjust the complaint so far as the cus^ 
tomer is concenied, hut also in the getting of this 
inside information. Departments and individuals 
will oftentimes resent the imputation that thpv are 
in error and will adroitly blockade the efToit to 
ferret it out. 

Complaints do not improve with age and it is 
wise to take immediate action and effect a speedy 
and prompt explanation or adjustment. Prompt- 
ness in this is Iwo-thirda of the battle- The writer 
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had the misfortune once to inherit from a prede- 
cessor a bundle of dispatee and olaims. They had 
been grossly negleeted, some of them were months 
old, and with every day of neglect they became more 
and more complicated. Any of them might have 
been disposed of with compamtive ease at first. The 
diffieultiea in some instances were cumulntive in 
character. The longer a settlement or investigation 
was deferred the more entangled became the situa- 
tion» It took weeks of weary plodding to dispose of 
that '^graveyard" of trouble and required that con- 
cessions be made to customers which never would 
have been necessaryif the matters had been promptly 
considered in the beginning. Delays are expensive- 
Ofter serions complaints are hatched from some 
trivial matter which has been neglected; it is an- 
other example of how a little spark may kindle a 
great flame. The small complain! should be attended 
to as de6nitely and diplomatically as the large one, 
and aa promptly. And while it is necessary for 
self protection to be confident and firm in the ad- 
judication of complaints, it is entirely possible to' 
clothe a decision with courtesy and civility calcu- 
lated to win respect and acquiescence. 
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An aeknowlcdgment of letters of eomplainl should 
be made the day they are received. If imniediale 
explanation is not possible^ as frequently happens, it 
sbouid be stated that a full report will follow within 
a definite tinn*. 

The following may be used as a letter of acknowl- 
edgment: 

Gentlemen : — 

We hove your esteemed favor of , 

and regret lo learn that We 

will carefully investigate the matter at once 
and within a day or two will advise you 
fully, 

ThankiDg you for promptly calling atten- 
tion to the seeming error, we are, 
Sineerely. 

After the investigation has been made the letter 
of reply may begin as follows ; . 

Genttemeii : — 

Referring a^in to your letter of 

and adding to ours of we beg to re- 
port as follows: 

Sincerely yours. 

Another example of a letter in which error is 
admitted is given aa follows; 
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Letter Admiltln(f Error: 

Gentlemen : — 
We have your favor of the and 

note tliut you claim a shortage of tviro eases 
of '* Yaniinuth/' Having ra'-efullj exam- 
ined the recorj of our Shipping Department 
we find that your claim is correct, and en- 
close a memo of credit for $4.50. 

Permit ns to explain that it was a mis- 
take in billing. Your order called for 24 
cases, but on that day we were short, 
and only 22 cases were asBeraiiled and 
cheeked lu your order, 2 cases being en- 
tered on back order. However the change 
of figures 00 the original was indistinct and 
the Bill Clerk extended for ii4 instead of 22. 

We have a carload of '* Yarmouth" .jn&t 
in aud the 2 B. 0. cases will go forward 
with your next sbipinent. Tf you need them 
at onee pfeaae advise and we will make im- 
mediate shipment- 

Sincerely yours. 

Acknowledging a mistake is comparatively easy 
and is pretty certain not to meet with objectiona at 
the other end. but when it becomes necessary to deny 
the existence of an error then tact and diplomacy 
are required- Aa an example of how r\ot to do it 
we quote the following: 

Oenllemen ; — 

We have your favor of You call 

attention to the price ciiarged for "Yar- 
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monlli"iii our invoice #1-74, dated October 
9, and in reply we beg to sny that $'2.'2b is 
our re^alar price. We eannol make a re- 
duction px(?ei>l in larger quantitiey. 

Tniating that this esplanatioti is satisfac- 
tory, we are. 

That letter is altogether too brief and indifferent 
and has tiie earmarks of having been dictated by a 
clerk who sitber had a great deal too mueh to do or 
was wishing it was Saturday afternoon. At least 
lie does not seem to have had a mind single to the 
work in hand. 

A more gracefal and certainly a more satisfying 
reply would have been as follows: 

Gentlemen: — 
We have your esteemed favor of 

and note your exceptiou to the price charged 
for '*yarmouth" in our invoice #1274, 
dated October 9th. If you will kindly refer 
to our letter of . . . h . . you will see that we 
quoted you $2.00 for hmtii^diate shipment. 
We were in hopes that you would take ad- 
vantiige of the price at that time, but your 
order was not received until 20 days since. 
la the meantime the market advanced so 
that wp could not fill at tliat price. The beat 
we can do to-day ifi $2.25- 

The indications arc that there will be a 
farther advance within the next 30 days, 
and as we have a fairly good stock on hand 
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■we wonld stroni^ly advtse yoii to place your 
order at once for as many more cases as 
you can dispose of within the next Einety 
days. 

Trusting that the above ifl entirely satis- 
factory and that we may have your order 
for at least 50 more eases at $2.25 we are 
Sincerely yours. 
Or: 

Gentlemen :— 

We have your esteemed favor of 

and note your exceptions to the price 
charged for '^Yarmouth" in our invoice 
No. 1274, dated Octoher 9th. 

We are weil aware that you can buy com- 
peting brands for a little less money but 
think that if yon will more carefully ex- 
amine the quality of the goods you will 
promptly admit that **Yarmoiith" is worth 
the difference. 

It costs UE more to put up. We use 
only the finest grade of stock and observe 
every precaution in the preparation. We 
leave nothing undone to insure that the 
qnality of tins product will make it a mat- 
ter of pride for you to offer your cnstom- 
ers. We are so confident of quality that 
we are perfectly willing to make good any 
complaint you moy ever have on that score. 

If you could see your way to order 100 
cases of this at one time we would shade 
that price 8e per ease, and if you will order 
an additional 75 now we are willing to re- 
bate on the 25 cases already shipped. 
Otherwise the price of $2.25 is the very best 
WG can do. 
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We can quote "Riverside" at $2A5 per 
case but do not believe you want to offer 
that brand to your trade. 

Believing that you will advise ua to ship 
the 75 extra cases, we are, 
Sincerely yours. 
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LETTERS OF CONCILIATION. 



A letter of conciliation is the highest product of 
the letter-writer^a art. We have said in another 
chapter that the original of a multiple Jelter should 
be a maaterpiece of forethought and careful con- 
struction; bnt there is no phase of a correspondent's 
work which should take rank above the writing of 
a conciliatory letter. 

The circumstances requiring a letter of this nature 
are always untisuaL Nothing of a routine nature 
will suffice — for, usually, it has been sonielhing par- 
taking too mut^h of the routine character that has 
brought about the conditiou of affairs which makes 
conciliation necessary. And being special emissaries 
for the doing of some particular and well-defined 
thing, they should take rank high above letters of 
solicitation or any kind of routine letters of any 
character. 

Before he can do .justice to this phase of his work, 
the correspondent should be well posted in regard 
to three things: 1, The history of the customer's 
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dealings with the house; 2, The policy of the houfie 
in matters of conciliation; and, 'i, The character of 
the man to whom be is writing. 

1. A systematic reading of the back correspond- 
ence bad with customers will often render a foggy 
ease amazingly clear and a lot of additional writ- 
ing superfluous. It will frequently bring facta to 
light which will throw the fault upon the house it- 
self, or so modify its understanding of the case that 
it may grant concessions and possibly retain a dis- 
disgruntled or ofFended customer. 

The tlme-saviBg methods of modern office routine 
are quite likely to obecare Uttle details peculiar to 
a customer's requirements. Suppose that he should 
have made ,^ome small requests in various of his let- 
ters in the past relative to the getting up of his or- 
ders. It may have been embodied in a letter re- 
garding something else, or it may have been on the 
margin of his order Possibly it was read by one 
elerk^not the right one — and passed oo to the files. 
If it had been read poasibly it was observed that one 
time and disregarded thereofter. It may have been 
in poor penmanship and not read at all. Of course 
the cuatomer does not understand all this and it 



142 



MODEBN BUBINESS COBBESPONDEtfCB 



simply up to the correspondence clerk to tnake al- 
lowances and do the underatanding for both sides if 
lie wishes to retain his cuslomer. 

2. It may be that your customer has been ap- 
proached by a competitor of your house for his 
trade, and he has taken some trivial circumBtaa(>e 
as an excuse for "trying the other fellow a 
while." Here is a case where the correspondent's 
knowledge of the policy of his bouse will enable him 
to go further than he otherwise might toward grant- 
ing concessions or offering inducements for a con- 
tinuance of trade, without danger of overstepping, 
Sometimes a break with a customer may be largely 
due to his own whim or humor of the moment — 
for customers are only bnman, and sonietbnee in- 
tensely so» But the tactful business man will easily 
recognize such cases and may sometimes settle them 
merely by a letter of well-ohosen words and allusions 
calculated to dispel the subject with a hearty laugh 
when the customer 'p better mood has returned. 

3, This branch of letter-writing is no exception 
to the rule that the correspondent should know as 
much as possible of the character aud personality 
of the person to whom he is writing. A letter is, at 
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beat, only a substitute for personal contact. It is a 
makeshift for reproducing the thoughts of the writer 
m a form that may be shipped long distances and 
agaiB reproduced in the mind of the reader. Much 
of the freshness and detail of meaning is lost through 
this doable process of recasting ideas from mind to 
paper and from paper to mind again— sueh as iho 
perEonality of the writer and bis temper and humoF 
at the time of writing. 

This Btudying of personalities is of benefit also 
in reading; a letter. Between two persons doing 
busincaa by mail with each other, the one who best 
understands the temperament and character of the 
other will have the advantage in alE cases. No mat- 
ter how fine a correspondent 's command of language 
or how complete hia knowledge of hia own business, 
the befit results will never be obtained in these semi- 
personal affairs unless he fashions his letters with 
some regard to the personality of the recipient. A 
simple, straight- forward letter which would be most 
effective with an illiterate customer might fall short 
of its purpose or even make matters worse by iu- 
suiting the inteUigem-e of a customer of education 
and culture; while letters especially adapted to such 
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cuatomers, in recognition of (lieir higber ability, 
have been known to transform merely occasional 
buyer»^ into stanncb and interested clients. 

Wlien writing to cranky or tricky customers the 
correspondent should afisame a formal and imper- 
flonal attitude. He should keep in mind that he is 
not acting in a social capacity nor even in a per- 
sonal way, and should not hold himself open to per- 
sonal thrusts or annoynnci?. His replies to ugly let- 
ters should be so worded that it will appear to the 
reader that be has seen only the facts and ignored 
everj'tbiog else in tbem. He is presumed to be proof 
ngniust abuse. The grumbler expects to be ignored 
to a certain extent, realizing thai the firm to whom 
he writes b more reaponsible than himself and more 
dignified. 

Wlmt ia written must always be more formal than 
what U Kaid orally. One may tell a man things to 
his face which, if said in a letter, would be certain 
to arouse hostility. Tbe ]eaat linge of sarcasm ia 
never safe in writing, and even an innocent little joke 
is dangerously apt to be misinterpreted if embodied 
in a letter. It is better to adopt a formal and rigid 
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style than to take riaka on these *^higblig!itB" in a 
letter, no matter what your feelings are. 

People who write troublesome letters to a firm act 
from different motives. Some will cause a great 
deal of annoyance through a siraple sense of fair- 
ziesa and honesty, believing they have a true griev- 
ance. To such a full and esplanatorj" letter uiust 
he sent which will make everything clear to them. 
Others will employ mare of shrewdness and business 
ounuing, Th«y must he out-geueraled- Many are 
moved by trickery and greed altogether^ even to the 
point of dishonesty, and will agree only to what 
they think they ean be compelled and exacted to do. 

If it ean be determined to which class a customer 
belongs a letter can he designed to Buit his case. 
Otherwise the correspondent must assume that he 
belongs to the first mentioned, honest but unin- 
formed^ class, and write to him accordingly. But 
when the motive has been ascertained the real effi- 
ciency of the correspondent comes into play. It is 
not the task of an amateur to convince a man who 
does not wish lo be convinced, or to compel through 
mere written words a dishonest man to do the right 
thing. 
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That ifl why Ibc writing of coneiliatory letters 
takea rank above anytliing else the correspondent 
will have to do. When there is a clear case against 
a man or a firm it is a matter for the collection do- 
partment to place in the hands of an attorney, pro- 
viding the man or firm has property which may be 
levied upon. But cases are oommon wher*? a dis- 
bonest and impecuuiary (customer has been so han- 
dled by letter that a claim on him would receive his 
favorablt? nttenlion in preference to another claim 
hy anotber firm whlcb would appear to be more im- 
perative at the lime. 

Let me repeat a atory told of a prominent Chicago 
manufacturer. Although somewhat intemperate in 
speech he is an aecompUshed diplomat in writing. 
One of his customers, an habitual '"kicker" wrote 
an unusually fault-finding letter. When Mn A. 
reached the letter he read it through carefully, then 
slammed it down on his desk exdaimlug: 

**There^B that idiot broken loose again! If he 
had the brains of a rooster he wonld know that we 
cannot be responsible for damages to goods in tran- 
eitp We have written him at least a dosen times to 
obtain a written acknowledgment from hia locj 
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agent that goods are received in damaged condition 
before he accepts tbem. Then, .since we have a re- 
ceipt for tlie goods in good condition at this endj 
ive would have recourse on the railroad for the 
breakage. This firm would be better off without 
the trade of such as him and he deaer^'es to be told 
so in plain words. ^' 
Turning to his stenographer he snapped: 
"Here, Miss B,, take a letter to B- Z. Grumbler 
and get it out at once for the next mail," Then he 
proceeded to dictste: 

"We have your esteemed favor of the 
third iust, and are very sorry that our last 
shipment arrived in damaged condition. We 
are at a loss to acc?ount for sueh a condi- 
tion of alTairs, liiit value your |>atronage 
too highly to argue the point. Kindly re- 
turn to us as many of the goods as are dam- 
aged and we will replace them promptly. 
prepaid. 

"The railroad <?ompany is al fault, of 
course, and had you obtained acknowledg- 
jnent from your agent we could have col- 
lected damage?^ from them. 

''Regretting the annoyance and thank- 
ing you for calling our attention to the mat- 
ter, we are," 

This merely serves to illuslrate the point that, 
however exasperating the circumstanced It is goo-1 
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poliey and good businesB not to show a ruffied feel- 
ing in correspondence. 

You can damn a man to bis face and increase his 
love for you at the same time — if you know how — 
but when it goes down in black and white aud 
reaches your man in the quiet of hia office, uuaccom- 
panicd by the haif-conccalcd twinkle of an eye, you 
can bank on ecoring an offense every shot. 

An old BEW Bays that you can catch more flies with 
molasses than with vinegar. This applies to men 
with equal force and pertinence. If you are hoping 
or expecting to get your busineas into a condition 
where there will be no complaint you are preparing 
for disappointment. ' 

A writer on the subject says: 

*'A curt and badly constructed letter may not ex- 
press the writer's real feeling; hut the recipient — 
not being a mind-reader — construes the letter for its 
face value» and places bis order with a competitor 
Such a letter can easily open the way for the es- 
trangement of an old and valued customer, or 
agency. A speck of cinder isn't of much value as a 
heat producer under the boiler, hut if located under 
the eyelid it assumes gigantic proportions and im- 
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portance. Be careful of the Httle square-cornered 

words. WroEglj placed they can break the bonds 
that it has taken years to eultivate. 

*^0n the other hand, a tactful, diplomatic, care- 
fully dictated letter will, time and again, win vic- 
tory out of the very jaws of defeat; redeem a bad 
situation; appease a disBatisfied patron; effect a set- 
tlement witbout giving offence." 

Under no circumstancee should a misstatement be 
made in a letter, nor should there be any part, or 
paragraph, calculated to give a wrong impreasion^ 
If yon have made a mistake, accept the aitnation 
frankly and show every disposition to make amends. 

In a spirit of charity it is well to remember that 
"there are few, very few, who have the will and the 
ability to represent facts truly." Some men, of nar- 
row mental horizon and experience, find it extremely 
easy to write a letter full of complaints and criti- 
cism with a very little basis of fact. What they see 
exclusively they are apt to see with a mistaken idea 
of proportion^ and a trivial thing iu the heat of the 
moment is many times magnified. 

The careful and experienced Correspondent will 
deftly weigh every i>oiat of claim or complaint, set- 
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liDg forth actual conditions aod intentions with a 
directness and evident fairncsB that carries convic- 
tion and conciliation in every line* 

An illustration may be given to ahow how a valued 
agenc7 was reclaimed, or saved, in the nick of time, 
A New York mannfacturing concern was shipping 
a large amount of machinery to Europe through its 
London agent. The agency was the largest and most 
profitahle one connected ^ith the company, but^ be- 
cause of neglected and carelessly bandied eorre- 
Bpondence, they had almost determined to erect a 
plant and manufacture a similar line of macbinea 
for themselves. Just at this time a change was 
made in the sales management of the New York com- 
pany. In going over the affairs of agents, branch 
offices^ etc, the new manager discovered the strained 
relationship which existed between the Company 
and the London office, as well as between several of 
the home agencies. He immediately set to work to 
retrieve the lost ground and to bring about a better 
understanding and a closer bond of business rela^ 
tionship. In investigating the orders on file he 
found one from the London agency seven months 
old. Other orders were long overdue. These were 
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immediately cared for in a prompt and careful man- 
ner, and great care was taken in answering letters 
lo have the repliea catch the earliest possible 
steamer^ so that ttey would reach the London office 
with as little delay as possible. No notice bad been 
sent to the various agents about there being a change 
in the sales management, but the improved method 
of handling the business attracted immediate atten- 
tion, and within a month letters were received from 
the London office wbieb acknowledged tbe improved 
conditions and tendering their thanks and apprecia- 
tion to the individual, whoever he was, responsible 
for it. The domestic branch offices and agencies of 
the company showed their appreciation in a similar 
manner, and the general business of the company 
began at once to take on new activity and larger pro- 
portions. 



It very frequently happens that tbe men who are 
best adapted to make a successful personal inter- 
view are not fitted for correspondents. They have 
not the ability to put into a letter that quality or 
influence which makes them successful in personal 
interviews. This ia not due to a lack of native 
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lelligeoce or education^ and I doubt if any amotuit 
of training would give tlieio tiie ability to wicite BUO 
cesfiful letters. 

On the other hand w*? very frequently find men 
who arc so peculiarly constituted that they arc able 
to writo highly eueeCBsfol letters, yet are totally un- 
fitted to meet customers personally. They Beam to 
have a facility of thought cxpreBsion and are able 
to put a cordial personality into a letter, whereas 
when they meet a customer personally they repel 
rather than attract. Just what the reason may be 
for this differentiation in individuals the writer 
must leave to some one more versed in psychology. 
Once in a while we discover the rare combination 
of person who is both successful in personal inter- 
views and in tls correspondence. Serious mistakes 
are made by merchants and macufarturers by fail- 
ing to oareftUly select their Correspondence clerk. 
Because a young man has had a college education, 
an extensive vocabulary and a fair knowledge of the 
goods sold ie not a warrant that he will make a suc- 
cessful correspondent. One of the best correspond- 
ents that I ever met never attended school a day in 
his life. All ihe education he had he got from read- 
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inland by intercourse with people. But he could 
write ,the most winning and attractive letter. He 
hat^ihe ability to put heart and soul into bis letters. 
Ha was also a most SQCoessful interviewer. 
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CALL-UP SYSTEMS. 



Of the greatest irnportanee in any correspondeueti 
system is a siicple and sure motliod of kGeping tiaok 
of those letters which cannot^ for one reason or an- 
other, be fully disposed of in the first answer, and 
perliapa not disposed of finally until severar in- 
quiries and replies have been escliauged. There an* 
many causes which make it imperative to again 
refer to certain letters and inquiries upon certain 
anbsequent, predetermined dates, 

A quotation is made and must be "followed up/' 
aay, in five days or ten days, or at the end of a 
longer period. Also letters of inquiry, indicating a 
prospective buyer, ranat be surely kept in view and 
followed up until the order is lauded or information 
secured which definitely closes the inquiry. The Sales 
Department, the Promotion Department, and the Col- 
lection Department lu any business must be erjuipped 
with a dependable "follow-up" or ^'call-up" system. 
The more nearly this system is automatic and me^ 
chanical the better it will be, because it relieves the 
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to ID d^ncTcon serves the energy of the executive just 
to the extent that it substitutes mechanisin for 
memory. 

Call-up systems may be arranged on either of five 
or sk plans. The nature and volume of business to 
be handled must determine which system is best 
suited. For handling a small volume of correspond- 
ence the simple desk file or folder having the days 
of the week tabbed on the separate divisions may 
fully answer the purpose. For instance, a letter 
which comes in Monday the 1st may be answered 
and eet ahead for further attention on any subse- 
quent day of the week or month by simply filing it 
under the desired day. This small file, in the nature 
of a portfolio, is kept on the desk; and each morning 
the letters in the divisions for that day are gone 
over again and giveu whatever attention is needed 
— perhaps set farther ahead still until finally dis- 
posed of and transferred to the permanent file, 

A larger form of this simple call-up is the "tick- 
ler." This is a substantial wooden bos, with or 
without a cover, made large enough to accommodate 
the regular letter size folders and guides (Fig. 1), 
In this the letters are filed vertically according to the 
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day of the weet or 
montli on which it 
is desired to refer 
to them and there 
tnay be also added 
a series of '*moTith 
guides/* so that the 
letters may be set 
ahead for any 
month during the 
year. For instance, it may develop that Simpson & 
Company will not be ready to place their orders 
until the following DGcembcr, The letter is there- 
fore placed behind (he December guide. On the first 
day of December all letters in that division are gone 
over and disposed of according to circumstances, and 
the information, or action, which may have devel- 
oped during the interval. 

These two simple systemh are, of conrse^ only 
adapted to the handling of a moderate volume of 
call-npB. They are usually cared for by the exec- 
utive himself or his slenograpber, and do not neces- 
sarily involve the services of a special filing elerk- 
From these two plans have been developed the ex- 
tensive, finely divided systems for handling thou- 
sands or hundreds of thouaunds of call-ups. 
It will be aeea that the above simple plans involvo 
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the holding of letters themeelves in these eall-up 
files. "With a small volume of eorreapocdence, 
largely, or perhaps solely^ attended to by the pro- 
prietor, this is permiBsiblo; but with a larger busi- 
ness ETidi a method would be dangerous and imprac- 
ticable. 

One of the plans for handling an extensive corre- 
spondence is by the use of "signal cards/' One of 
these forms is illastrated by Fig. 2: 
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The arrangement of gpaceG for detailed informa- 
tion on these cards may be altered to suit the kind 
of business; but the form shown has been made to 
cover a wide varietj' of business requirements an<^ 
is in use by a great many concerns. 

To illustrate: We get an inquiry for Quotatione. 
We answer the inquiry, and, before filing, fill out a 
card like the one shown (Fig, 2) with the party's 
name and such other information as is at hand re- 
garding the '* prospect." Supposing his inquiry was 
dated the 1st of the month and our reply the 3d, we 
should bear further from him before the 15th, if he 
does not overlook the matter. If he does, it is our 
purpose to follow up with other letters and keep 
the matter before hinL On the card we have filled 
out we slip the little metal Bignal over the date "15" 
on the upper margin and place the card in the card 
drawer where it belongs. The letters are filed away 
in the vertical file drawer, in the folder correspond- 
ing in number with the *'PiIe No, — ^' shown on the 
upper right-hand comer of the card, which number 
the file elerk has assigned- However, the call-up card 
itself is filed in a separate card index call-up file* 
They may be filed alphabetically with an A-to-Z in- 
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dex; or, if it is necessary to set tlie call-up ahead of 
the current mouthy it is put behind the guide for the 
required month. 

It is obvious that all of the "signals'' covering 
the figure 15, no matter where located alphabetically 
in the file, will **line-up." So will all other like 
dates Jine-up. On the 15th the clerk can select at a 
glance every card requiring attention. The cards 
are taken out, and the file folders containing the 
correspondence are also taken from the regular let- 
ter files. The earda and the letters are laid on the 
manager's desk. He has, therefore, a concise report 
OD the face of each card, of the date and the nature 
of all previous letters and answers, and generally by 
a perusal of the last letter and answer can deter- 
mine the nature of the letter to be written on that 
date or what other disposition is to be made of the 
corrGspondence. 

Another method is by the use of a plain, thin 
white card, 3x5 inches. On this is typewritten the 
customer's name, address, nature of inquiry, and; if 
the numerical system of filing is used, the file num- 
ber. This card is placed alphabetically in the call-up, 
but is accompanied by a cfate4ab card bearing the 
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apeeial date upon which the call-up is desired, 
Tbcfle dato-tab cards may be purchased either with 
single dates, from 1 to 31, or the dates may be 
grouped in only 12 ponsitioDB, making 12 cards an- 
swer the purpose instead of 31. 

Still anotber method is a combination of the al- 
phabetical method and the date-tab facilities for 
finding a call-up, as, when the other fellow answers 
previons to the set call-up date. For instance ; 
Simpson & Company may have originally stated that 
they would not be ready to consider purchases until 
Dec. lOth, The call-up was set for that time. How- 
e\'er, they may change their minds and write 
that they are ready sooner than expected- With- 
out the alphabetionl guides it would be neces- 
sary to hunt through the entire thirty-one compart- 
ments in order to locate the Simpson card. Of 
course, in the largo systems, where the letters them- 
selves are not held out of the file, the letters in the 
case could be located in the regular files without ref- 
erence to the catl-up cards. But even then it is nec- 
essary to find the call-up card in order to enter the 
proper record and to set a new date for call-up. 
Some correspondents blue-pencil the margin of the 
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original letter witli the successive call-up dates, 
checking off old ones as the later ones are added. 
This serves as a convenient cross-index of the call- 
up file, and is frequently of service. 

It would be possible to describe other vamtiona 
and features of call-up syetems, but the author 
deems it unneeessarj' and impraetieable for two 
reasons; without actual diagrams of the various 
card forme and illustrations of the many purely 
mechanical ccjuipments, no descriptive test would 
convey a workable knowledge \ and eince no one could 
very easily manufacture their own call-up equip- 
ment it is necessary to go to some one of the score 
of manufacturing jobbers in these supplies. From 
any one, or all, of these catalogues may be obtained 
for the asking, showing with elaborate colored illu&- 
ti&tions all of the various phases of the call-up 
idea- 
Better still is a call from one of their salesmen 
or a personal visit to the general sales rooms. By 
either of these one can become grMphieally edaoated, 
by actna! demonstratiou and exhibit, and advised 
concerning every feature of a call-up system adapted 
to Ms particular needs, whether they be simple and 
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primitive, or whether thsy involve the handling of 
a vast correspondence. 

The value and importance of some system of call- 
up is much too great to be neglected by any live, 
wide-awake, progressive concern. The cost is not 
great; in fact, it is almost a negligible consideration 
because of the benefits to the business, resulting from 
an inteUigent use of a call-up system. 
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INTERNAL AND DEPARTMENTAL COREE- 
SPONDENCK 

It is jnst as essential that the Internal correapond- 
tnce of a business houae — the letters between Ihe 
varioas departments, and between the company and 
its ageni^ies — be completdy systematiaed as it is 
that the mecJianieal features of the shop or ofSce be 
S5"stematicallj corduoted. Much of the suct^ess with 
which a large antf involved correspondence is dis- 
patched depends upon the system with which it is 
handled. Certain machinery of correspondence is as 
vital as the right mental qiialifieations for this 
peculiar branch of business letter writing. Specially 
prepared forms and colors of stationery' are essen- 
tial to a complete system of internal correspond- 
ence, A theoretical discussion of the subject will 
not throw much light on the subject. This purpose 
13 better serx^ed by minutely describing a thoroughly 
practiciil system devised for the use of a large man- 
ufacturing establishment embracing numerona de- 
partments and having a number of agencies ajid 
branch offices. 
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At the start, let it be understood that all sheet* 
intended for internal and agency correspondence 
should be cut exactly to the standard size (SV^xll 
inches), and no devrntion from this should be allowed 
under any circumstance, either in originaly or car- 
bon copies. The modem method of vertical filing 
makes this absolutely necessary. It is a most eseeU 
lent idea, and almost the only successful raethod, for 
a general office to supjily not only its branch offices 
but its more or less independent agencies, with letter 
heads and fonns intended for internal work. This 
will insure uniformity in size, weight and color 
scheme^ and will contribute greatly to the facility of 
handling letters either singly or en jnasss. 

The syatem aa planned for the manufacturing com- 
pany referred to was extremely simple, yet it was 
the means of obviating many complications, delays 
and letters of controversy, • 

For general correspondence the letter heads were 
*'biocked" alternately with the sheets for duplicate 
copies. The letter heads were numbered oonsec- 
utively, the copy sheet being numbered in duplicate. 
When writing, the stenographer pulled off the "orig> 
inaV and the duplicate sheets together, slipping the 
carbon sheet between them. 
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One subject only was treated in a letter. Confin- 
ing each letter to a single snbjeet is of the greatest 
importance in agency or departmental eorrespond- 
ence. It avoids confusion, oversight and delays. 
When each letter deals with a specific and single 
sahject it can he referred to the proper department 
without danger that any part, or special jxiintj or 
question will he overlooked or delayed. Too much 
emphasis cannot be put on this single feature, and 
branch ofBices and agencies should be carefully 
coached in this detail 

Numbering the letters has this advantage: Fre- 
quently several letters are written to branch offices 
or agencies each day. The usual conventional reply, 
"We have your favor of the ... ./' ia not specific 
enough to indicate the exact letter referred to Tm- 
lesa the subject of the letter le also mentioned. Bef- 
ence to the communteation by number identifies it 
instantly and beyond the possibility of error. 

But the akillful correspondence clerk, whether 
letter heads are thus nnmberod or not^ is seldom at 
a loss to recognize correspondence on any partic- 
ular subject quickly, because through long esperi- 
fince he has acquired the habit of grouping hia re- 
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marks, in the letters which ho writes^ about a niH^leus 
of two or more "key words" for the giiii^Jince of 
the reader. And he consisteDtly expects and finds 
the same *'key words*' io letters addressed to him. 
It is a aort o£ unwritten law of business letter-writ- 
ing that some short corabiuation of suggestive words 
be taken from the language of the first writer on 
the subject and incorporated in the first paragraph 
of each letter throughout a series. In the following 
example of thia usage the "key words" are printed 
in italics; 

** Gentlemen: 

Eiiclnsed we are sending you an itemized 
statement of repairs made by this Company 
on car C\ R. L it P, U688, — defective flange, 
etc. 

This car was set out of the train at Ches- 
ter Sidiuff on accoimt of dcfci^ts ono hour 
after having bi'en received from your yards 
on the loth inst. Tnasmufh as the distance 
13 so short, all these defects could not pos- 
sibly hHvf developed since the car wps re- 
ceived from you» and we must insist that 
you accept responsibiiity for them and au- 
thorize this company to bill on you for the 
wuount in question- Yours truly/' 

A alight variation from this, need largely in the 
corrcRpondence of railroads and large contrncting 
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firms, is the placing of such a subject beading in cap- 
itals at tlio top of cadi letter. If this is intelligently 
doce it is found to he of material aaaiatanee in some 
lines of business, without reference to numbers or 
index^ A letter thus labeled is **placcd".in the mind 
of the reader instantly, aa will be seen by the fol- 
lowing; 

Jnly 22. 1908- 
Defectt\-e Flanob, CBI&P 41688, 

**Gentleraei:: 

Replying to yoTir letter of thp 12th inst 
we beg to inform you that the report of our 
car iuBpec'tur at Bin^o Junction for the 
date sho^n on your claim shows conclu- 
eively tbat the car was ins|}eeted minutely 
by him, and that there was at that tiaie no 
evidence of the defects to which you refen 
The car must undoubtedly have been dam- 
aged jtfter it had passed iu(o your hands, 
and we niuat, therefore, decline apain to en- 
tertain this claim, and we return herewith 
your statement. 

We would say further that unlcRs future 
claims are accompanied by defect card is- 
sued by onr inspectors we shall in no case 
pass them for payment. Yours truly," 

However, the reference by the number printed on 
each letter head is often very helpful and definite 
when used along with the extra precaution of a sub- 
ject Icey, 
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A more comman system of numbering letters, and 
one which is beeomiiig mote and more popular in 
very largo ofSoee ie one in which the file clerk places 
a file number on each letter. By the uso of this 
metliod all the letters on a particnlar subject will 
bear numbers very nearly, if not exactlyt the same, 
instead of each individual letter bearing a separate 
number. What number shall be put on a given letter 
is determined by reference to a card digest of anb- 
jects on the clerk's desk. This consists of a very 
small card tray with not more than two hundred 
cards and a set of alphabetical guides. On these 
cards the range of sabjeets^ which a survey of the 
preceding year's correspondence shows are likely 
to arise, are carefully classified and a block of num- 
bers assigned to each — that is^ so many "tens" of 
numbers to each sub-heading, until the fi^ld is cov- 
ered. The capacity of the vertical file at hand must 
be kept in mind^ and not too many numbers assigned 
to obscure subjects, so as to leave a great number 
of empty folders at the end of Iho year — transfer- 
ring time. 

The following examples would probably not apply 
to any actual act of correspondence exactly, but are 
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consistent enougli to iUuatralc the method of indes- 
ing. In the small card tray on tlie desk of the man 
who marks the letters before they go out, there would 
be a "key card'' like the following, to show the dis- 
tribution of numbers assigned to a general division 
of the correspondence: 



I 



Ksv Cabd Claiuh 400 to 409 

L. B. AW. Ey 400 — 40ft 

a K. 1. AF Ey 410 — 419 

L. a &M. 8. Ry 420 — 439 

C, & N. VV. Ey 430—439 

BBltlmore * Ohio 440— 449 

T, A O, C 450— 45B 

Ah T. A: a. F 4flO— 439 

47U — 47n 
4B0 — tS9 
490 — 134 

MisoeJIaneouH Hmall roads ..- 495 — 401) 



This will show how the block of 100 ncmbers is 
assigned to "claims'' and diatribnted amocg the 
various railroads with which (he oSice has to deal 
iu this eapaeity. Then, back of this key card wonld 
follow a card for each of the items shown on the 
above^ further classified^ as follows: 
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Claims L>. E. A W, 400 to 409 

JannBrjclalmH. L, B, A W. Ey. fcW^r No 100 

Fcbruiry 4D1 

Marob 4oa 

April 403 

Maj. 40* 

■luno. , . , , 40j 

July 4OT 

Ait^uHb and Sept^^mber. ... ........ 407 

October 409 

yorombcr and Dvccmbor, ............... ......... 400 




"With a carefully prepared digest of last year's 
correspondence in the form of a card index like the 
above, it is a very easy matter to determine what 
uumher should go on a letter on any subject that 
may c^jme up. This much is purely theory. The 
letters are numbered and filed according to this 
theory — the numbers having been determined with- 
out reapeet to any particular letter, and before any 
of the letters were written or thought about. 

When the carbon copies are filed they are indexed 
on cards of the same size, the regular 3x5-iQC!h cards. 
Ea^b carbon copy or received letter that comes to 
the file clerk, unless there is already a quantity of 
letters on the same specific subject in one of the fold- 
ers, is indexed on a card, using one Line thereon^ as 
follows : 
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3-14— C, R, l. A P. 41698 at Biogp. lot ilB 

S-8 —A, T- A S. F. oar 4620, derailed « DeUware, «4 
fl-1 — B. &0- Claim No. 119873 415 



la this system there are two ways of finding lost 
papers: In the regular file index atd by means of 
,the digeat on the desk of tbp man yvho nnmhers. A 
mistake on the part of either is guarded again^it by 
the other. The digest, if consifitent, shows what the 
numbt'f ought to be, and the index, if correct, showa 
what the number actually is. 

There is another advantage to this system, and 
that is: After it has been used for s time those who 
have to deal with it will become so familiar with the 
general number of a railroad, viz, : L, E. & W, would 
be 400, C. E. T, & P. would be 410, etc.— that they 
naay go straight to the flies without referring to an 
index and find papers, 

liis small card indes is used only for referenee 



■ 
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of the clerk who marks the letters. When tbey are 
filed, they are iatlesed individuftlly, instead of in a 
general way, on the regular file index cards, which 
may be very numcroug and 811 many drawers in a 
cabinet. This method, however, is too comphcated 
for any bnt a very large concern, and is used mostly 

^^ by railroads and the United states Ooverament. 

^V The company to which 1 referred at the beginning 
of the chapter carried on a heavy correspondence 
with a factory which was located -some miles distant. 
Nnmerous special forms for transmitting shipping 
orders were devised. A form of facton,' letter-head 
like th^ following was used : ^^H 


1 


Letter to Pactoey. 
Subject File No 


1 


B 




H 


(Body of letter) 


^^B 




^M 




r tUef 
1 to b 


¥0 carbon copies were made of every lett 
ai'tory. One was sent to the regular filing 
& filed as usual J the second copy was pun 


?r to 1 

clerk 1 
£hed J 
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and filed oonaecutively in a (convenient binder which 
was kept on the sales manager's desk- This gave 
him an instantaneous means of reference to current 
matters liiely to become the subject of inquiry or 
controversy: promises of delivery, delayed ship- 
ments, complaints, reports on rolumed goods, etc, 
A binder was also kept for the letters frovi the fac- 
tory. This was found to be more convenient than 
putting the letters immediately in the regular filing 
department^ which, as U often the case, was not con- 
ducted with the exactness and accuracy which would 
be necesaar>' to avoid great loas of time. As soon 
ae the matters involved in this correspondence were 
disposed of, the letters from the factory covering 
the points in question were removed from the binder 
and sent to the filing department. This kept the 
"livfr" matter only in the desk binder. 

The file kept in this manner served also as a 
■^tickler" or daily reminder, as it was self-evident 
that the letters in that binder represented subjects 
still undisposed of and under current consideration. 
Again, it proved an irvaluabte aid in preventing 
oversight and delays. The same weeding-out proc- 
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ess was followed with the carbon-copy file of letters 
to the factory. 

WLen a inatLer was disposed of the e-arbon copy 
was removed from the "live file" and traiisferred to 
a *'dead letter" file. These were not sent to tlie 
regular filing department because the first carbons 
were already filed there and also because It was 
often neeeaaary to re-open a ease and refer to mat- 
ters that were supposed to have been finally settled. 
Correspondence at this desk was heavy, involving 
ooulraets and orders amounting to thousands of 
dollars daily- The forco of the filing department 
was not so efficient that it could be depenJed upon 
to lose no papers and to produce them quickly when 
called fon and Ihia plan was adopted in the depart- 
ments where the business handled was greatest. 

A binder file was also kept of all quotations, price 
lists, charge, slock lists and instructions sent to 
each branch ofBce and agency. These also were 
numbered and dated. 

With each lettei' of the latter description a postal 
card, having a blank form of acknowledgment 
printed on the reverse side, was enclosed. This 
form was as follows; 
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PofeTAX. Card. 



Form \o, 8, 



Date 

Town 

Gentlemen : 

I hereby acknowledge receipt of your 

letter. No , dated 

referring to - - 



On the revGrse side of tliis card was printed the 
name and address of the company so that when 
mailed it would return automatically. 

This served as a notice to the sending office that 
the adrice had reached its destination promptly, and 
it also served as a check against possible claims, 
on the part of agents and salesmen, that they had 
not been supplied with prires, instrnetions and other 
information. 

With eaiJi letter to a salesman on Ihe road a 
similar card was enclosed for fickcowledgment. 
These oards wore signed and returned by ageuti^ 
and salesmen entirely independent of any regular 
letter whii-h might be necessary in reply. As the 
signed cards eame baek they were checked off on 
the list of agents^ and salesmen's names to which 
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tbe Circular informatiou liad been forwarded. If 
any failed to return the card (liey were at ODce writ- 
ten to for an explauatiou of (he delay. In this man- 
ner the fact that tbe letter had been misdirected, or 
had misoarried» was quickly made apparent and the 
proper steps taken to duplicate the informatiou. 

Special letterheads for nse between the general 
office and agents and salesmen were desired as fol- 
lows: 

No 

From Special Mfg. Co. 
Chicago, 

Date To 

at 

Subject 

AoHwering yours of {etc,) 

A supply of similar sheets were furnished to each 
agent and branch office. These were printed on 
paper of a different color. An excellent form for 
printed agency letterheads is as follows: 

Use a separaU'. sheet for each subject. 

From Jones, Smith & Co., Pittsburg, 

To Speciai, Mfo. Co,, Chicago. 
Date 

Subject: 
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In small establishments tbut have not reached the 
stage of development cnusing departmental organi- 
zation, necessary "genera] orders'' are u&naly trans- 
mitted by tiie proprietor or manager in person. 
Ilowever, this method is still tenaeiously clung to 
by many houses that have long since reached and 
passed the ^'Department" ^tage. That it is unsafe 
and unsystematic fi(?arcely needs to be said. Tt is 
a most fruitful source of misuuderstanding. mis- 
takes, delays and cross-purpose efforts 

Orders from the Management to the various De- 
partment Heads should invariably be m writing. 
This method of transmission permits the orders to 
be put in a cl^ar, concise, definite form and is, in 
regard to facility and system, of fully as much ben- 
efit to the originating ofBcial as to the various de- 
partment heads, Tt enables him to carefully scan, 
revise and strengthen eaoh order, before it is pro- 
mulgated The copies retained in the general order 
binder are of obvious value in many ways. 

The written order, if properly constructed, leaves 
no room on the part of a Department Manager for 
hesitation or misunderstanding. He has his instruc- 
tions in black and white and knows exactly what 
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is expected of liim. It is, of oonree, frequently^ neo- 
essary for the General Manager to ^mte speeial 
or exclusive orders^ or instructions, to single De- 
partments, but a Isrge number of general orders 
are directpd to ad the Departments of a given rank 
and may to advantage bo ifisiaed in duplicate. 

At present the common practice seems to be to 
send the order as an exclusive and individual com- 
munication and each department head has a blank 
general order. A resonrceful general manager of 
my acquaintance, however, devised a multiple letter 
which was far more effective than that generally 
used for the reason that it aecomplished certain very 
desirable resxdts in addition to those possible tn the 
routine ''multiple'* letter which T have described- 
The form which he used was as follows: 

Office of 

The Vice Pbesideitt a:id General Manageti. 

General Order No Date > ^ - 

To Messrs: Brown^ 

Waters, 

Smith, 

Fen ton. 

McQueen, 

Grover, 

Foster, 
Gentlemen : — 

Upon inves ligation I am led to the con- 
clusion that the efficient operation of the 
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system of reooids, reporta and fic^ounting 
which we have been introducing with a 
view to greater economy of time, lahor and 
money in the conduct of our business is se- 
riously impaired by reason of a laek of in- 
terest in and consequent attention to its 
faithful and energetic inauguration upon 
the part of the beads of departments. 

You will all confer a favor upon me if 
you will correct the apothetio diapoaition 
proinj)tly. Each and all must see that his 
de|>artment carries the system out In all its 
details with thoroughncfis. 

Sineerely yours. 
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Gonoral Manager. 

His experience with these devices was most in- 
teresting: and I give it in his own words: 

■*The office boy who delivered these multiple let- 
ters asked each department head receiving one of 
them to place his initiais after his name on one of 
the copies. Not only did this have ti\e fomj of the 
formal receipt for the letter but it also called the 
attention of each man to whom the letter was ad- 
dressed to (lie farl that his fellow executives, of 
equal rank, had also received the commuuicntion. 
The effect of the impression which this made on the 
minds of the men receiving the letter was beyond 
anything I had expected, I very distinctly remem- 
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ber that witliin oce bonr when the firat general or- 
der under this form was distributed one of the ex- 
ecutives came into my room with the eommunieatiou 
in his hand and said; 

" *We are going to get together in Brown's room 
and talk this thing over. There is one consolation 
anyway; the old man has included all of us in his 
reprimand and T do not mind being called down a 
little whon 1 know that all of the department heads 
are getting precisely the same thing — and this let- 
ter shows on the face of it that he haa not made 
any exceptions.* 

"Almost invariably from that time forward a little 
impromptu conference of the department heads fol- 
lowed the distribution of a general order in this 
form. It was simply that every man knew that the 
other executives had received the same communica- 
tion and the fai?t that they were all thinking abont 
it at the same time naturally led them to get to- 
gether and discuss the matter at the moment, 

"Then, too, it bad the effect of making eaeh man 
feel that he was being served the same as all bis 
ler associates of eqnal rank. If the coramuniea- 
lad been addressed personally to him he might 
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have inferred tliat it had also been sent individually 
to others, but he could not have been sure of it and 
the douht would have operated to make him nncom- 
fortable and very likely would have made him feel 
sensitive about diwussijig the subject with the other 
department heads, thus losing the value of the in- 
formal diaeussion which, as I have said, invariably 
followed the distribution of the general order under 
the form devised. Then, oceasiocalty^ I found that 
there would b(? a difference of opinion ae to the 
exact meaning and intention in an order thus pro- 
mulgated. This resulted in a conference with the 
ofBciul who signed the communication to the end of 
a perfect understanding of his intent. 

"Under the old way the depaitment head who 
had a little doubt about the exact meaning of the 
order sometimes hesitated to take it to headquarters 
for fear that the official would think him a trifle 
dull or stupid, but when he went in company with 
others for this opinion he had no fear whatever on 
this Boore,** 
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AGENCY Am> BRANCH OFFICE COBRE- 
SPONDENCE. 

There are many featnrea of agency and branch of- 
fice correspondence which need careful scrutiny in 
order thai the scales organization, although complex 
and diverse in rliaracter, may operate effeftively as 
a unit ill securing right results. 

No two agents or branch office managers wiil ob- 
tain results in the same manner- They slioulj not- 
be expected to do so. Besides their differing per- 
sonal characteristics, they have to meet varying 
phases of character in their daily contact with Iheir 
trade, and each must, to a considerable extent, he 
free to exercise his individuality in this task. How- 
ever, there must be a central plan of campaign de- 
vised by the Genera! Office, The closer Ihia plan ip 
folJowed by al] the more certain will be the profitable 
results. Yet the wise manager will not seek to 
trammel hie co-workers mth inflexible rules and 
hard-and-fast regulations. 

No merchant or manufacturer can do belter than 
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observe the following exceedingly sound advice by 
Arthur Helps. In the "Choice aad Management of 

Agents," he says: 



£i 



• 



Ton should behave lo your subordinate agents 
In such a manner t-hat they should not be afraid to 
be frank with you. They should be able to com- 
ment freely upon your directions, and may thus be- 
i?ome your best eounsellors. For those who are en- 
trusted with the eKe<*ution of any work are litely to 
see tbingfl whieh have been overlooked by the per- 
son who designated it; however sagacious he may 
be. • • • 

"With respect to those agents whom you employ to 
repreBcnt you, your inclination ehould be to treat 
them with hearty confidence* In justice to them, as 
well aa for your own sake, the limits which you 
lay down for their guidance should be precise. With- 
in those limits you should allow them a large dis- 
cretionary power. You must be careful not to blame 
your agent for departing from your orders, when in 
fact the discrepancy which you notio* is nothing 
more than the usual difference in the ways iu which 
different men aet ahout the same object, eyen 
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they employ similar means for its accompliahment. 
For a difference of thia kind you should have been 
prepared. But if you are in haste to blame your 
representative, your captiousnees may throw a great 
burden upon him unnecessariiy- It in not the success 
of the undertaking only that he will thenceforth be 
intent upon ; he will be anxious that each step should 
be done exactly after your fancy- And this may 
embnrrass him, render him indecisive, and lead to his 
failing altogether.'* 



As nearly all the negotiations between the head of- 
fice and the branch offices and agencies are by letter, 
this advice applies directly to the matter of corres- 
pondence. 

A nice distinction is to be made between the exact 
method of treating with branch offices and with in- 
dependent agents. As usually arranged, the branch 
office manager is paid a fixed salary and is a direct 
employee of the Company, devoting hia time ex- 
clusively to its affairs and looking to it for his chief 
support and instrpclions. Naturally he is subject to 
the general rules and orders of the company and ex- 
pects to be closely guided thereby. 
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The independent agent is eng^iged in business for 
himself and handles the products of the company 
in an exclusive territory ; either on a commission 
basis, or baying outright and selling at a prearranged 
margin or profit, or fixing the selling price to snit 
himself and the conditions of his local market. 

Obviously, an agent of this character is to be 
treated on practifmlly the same basis aa an ordinary 
rustomer. In fact it is often imperative that the 
relationship between such an agent and the com- 
pany be more diplomatically conserved, (ban rela- 
tions with an average customer, Aji independent 
agency frequently, if not generally, has a large and 
valuable patronage and often controls the trade in 
hi6 territory irrespective of his principals. His trade 
looks to him as an authority, as res|X)DS]b]e for the 
quality of the merchandise sold, and he can sell 
almost anything which he is willing to back with his 
personal reputation for voracity, fair dealing and 
good judgment. 

Sueh an agent if offended, or if dissatisfied with 
the methods of the company, may elect to discontinue 
handling its line of goods and take on a line manu- 
factnred by one of the company's competitors; thus 
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causing the L'ompany tbe loss of a voliinie of trade far 
in esteesB of that UKuaJly at the coiuinand of the aver- 
age customer. 

Large manufacturers are keenJy alive to the im- 
portsnee of securing elrong, independent agents 
where they do not consider it advisable to et^tablish 
branch offices of their own. Competition is extreme- 
ly keen to cloee an agency contract with desirable 
men and often considerable rivalrj' is developed in 
the matter. Frequently rival companies arc able to 
discover the date of expiration of a competitor's 
agency contract, and get on the ground promptly 
with attractive inducements for the desired agent to 
handle their line exclusively. 

Consequently, in correspondeore and the general 
attitude towards an agency of this kind, there must 
be tact and diplomacy and eveiy effort made to 
insure a continuily of business relations. The per- 
sonal equatiuu is an iiU[>ortant factor in Fostering a 
bond of loyalty and mutual confidence and should 
be developed to aa great an extent as possible. 

One of the moat important and diplomatic tasks 
in the special field of corresjjondeoce is that of "brac- 
ing up" the lagging agency without wounding the 
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agent who may be in a very independent position 
and possibly indiDGd to '^make a change,'* without 
due provocation. Here is a letter very eff©t*tively 
used (with intelligent variations) for this purpose 
1;^ a large ostabli^hment 

It is given as snggcstingtbe possibilit}' of ** punch- 
ing up" an agent without heiug offensive to him. 
The letter is as follows: 



From 
Merchant & Company, 



To 

William &Williani6 
Franklin, Md, 



Subject, MONTHLY REPORT OF SALES. 

Gentlemen: — 

The writer has just rcceivt^d, from our 
seoretary, the report of salt^s of our vnrioiiH 
agents. I have examined tliesp with ii great 
deal of care and interest* I am pailii-ularly 
interested in tLe report of yiiinr agency. 
You will find duplicate copy enclosed. 

Referring to this report you will notice 
that while Janimiy .^les ai>prnximatpii n 
very satisfactory total, each month aincc has 
declined so that for June the amount covers 
the price of a single machine. 

I regret that» owing to absence, my atten- 
tion Tvaa not din*cted to this condition 
sooner, becanse I feel that there must be 
some reason for it and that there is also 
a remedy. The longer a trouble brews, or 
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a disease runs, ths slower the recovery and 
tlie more drastic is tlie necessary nn^dicme. 

Have you any explanation of the losa in 
sales? I have kept a fairly cloae watch on 
trade Gonditions generally and am not aware 
of any fixed reasons why we should not ex- 
pect an increasing amount of business from 
your territory instead of the reverse. 

You win remember, no doubt, that when 
we agreed to give your company the ex- 
clusive sale of our products in your state, 
you were very confident of making a good 
showing and of holding the lead in our line. 
There may be some reasons that have es- 
caped me that will explain the situation and 
I will be glad to have you write me fully giv- 
ing all the facts in the case. I know that 
the quality of our goods is as high slu ever, 
even better, and the trouble must lie in some 
other direction, I do not believe you have 
'^run after fnlse gods,*' It must rest with 
your sales organization, I know how dif- 
fioult it is to keep the salesmen individually 
and collectively keyed up to llieir best ef- 
forts. I know you have the market and that 
the goods will continue to meet every rea- 
sonable expectation and that the sales will 
follow as a natural law if tho proper cam- 
paign is vigorously pushed. There is a good 
margin of profit for you and for us and I 
am anxious that together we devise some 
method of retrovering lost ground, ff you 
can conveniently arrange it, I would be very 
pleased to have you come here a few days 
as a guest of our company. We, of course, 
will refund your railroad fares both ways, 
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and T am sure 7011 can spend a pleasant and 
profitable week here. We can ea«b get a 
better underhitaiidmg of Ihe situalioo and 
I hope yoa will advise me by early mail 
that you will accept the invitation. 
With kind regards, I am^ 
Sincerely yours, 
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The vast territory covered by commercial opera- 
tions in this country and the consequent fact that 
branch houses and agencies are generally hundreds 
of miles from the parent house, involves x>cciiliar 
conditions in the matter of correspondence. How to 
divide responsibility and anthority between the gen- 
eral ofRce and the branch olTiL'es and agencies is often 
a delicate problem requiring the constant exercise 
of good judgment and a nice diplomacy. First, it is 
absolutely essentia! that the main ofSce shall retain 
a broad, critical survey of its trade in the entire field. 
On the other hand, the rights and dignity of the 
branch office manager or the agent, must be fully re- 
fipecfed and upheld in his territory. At once it will 
be seen that the situation iuvoires many difficulties 
when it comes to the handling of correspondenee 
from prospective or actual cnstomers located in the 
territory of the branch manager or the agent. 
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Unless this kind of correai^ondeDce is handled in a 
thoroughly systematic and uniform way, which at 
once conserves the iolerest of the house, the hranch 
and the customer, bad Wood and dissatisfaction is 
certain to be the result. This condition gives rise 
to that class of coram uuicatious commonly called ' ' re- 
ferred letters," and it is a most imjjortant division 
of epistolarj' work to ail enterprises operating in a 
wide territory through branches or agencies. 

The oversight of the work of an ''independent*' 
ageney can not, of course^ be so close and arbitrary 
as that of a braneh or exclusive agency, and conse- 
quently its correspondence does not properly come 
under the immediate jurisdiction of the General Of- 
fice; but, nevertheless, there should be as definite a 
knowledge as possible of the methods employed, and 
there is no reason why there may not be friendly and 
helpful suggestions from the General Office to the 
agent, in reference to the conduct of correspondence 
relating to their mutual interest. 

Of course, tlie final measure of efficiency is found 
in the results achieved; and where results are satis- 
factory, it may be safe to infer that methods are 
right. This will apply either to branch offioes or 
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to agencies; at tbe same iimej metliods are &eldoiD 
so perfect as to admit of no improvement, and good 
returns can not legitimately be made an excuse for 
an entire absence of advice and supen'ision. 

Agents and branch onices are usually assigned a 
limited territory. This permits of saving of freight 
by shipping in carload lots. All inqairies that come 
direct to the General Office are referred at once, for 
attention and reply, to the branch office or agent 
covering tbe territory from which the inquiry orig- 
inates. But this, by no means, should be either the 
Qrst or tbe last of' the matter, so far as tbe General 
Office is concerned. 

It is the practice of some companies to refer let- 
ters withont first making a direct acknowledgment 
to the infjuirer. This is wrong in every sense. The 
letter should^ in each inptanre, be acknowledged from 
the General Office, At tbe same tirae the letter should 
be forwarded to the branch manager or agent, with 
an advice covering any special suggestions and re> 
questing prompt and careful attention to tbe epistle- 

A eart-ful record should be maintained of all let- 
ters referred to branch offices, and agencies, and 
methods employed to make "assurance doubly sure" 
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that prompt and due attention has been given. The 
following has been found a very serviceable form for 
the acknowledgment oE inquiries originating in the 
territory of a branch office or agency: 

Dear Sirs: — 

We have your esteemed favor of 

date, and are pleaseJ to note that you are 
in the market for 

In order better to serve our customers 
in your lerritorj\ we have eatablisbed a 

branch office (or agency) in Thia 

is in eliarge of TJiey have all 

information and prices regarding our va- 
rious products and we arc t?crlain that you 
will find them very courteous and attentive 
in their dealings. 

We have taken tbe liberty of referring 
your letter to them, with instructions to 
give it prompt attention and reply. We 
hope you will conclude to piaee your order 
with them. We assure you of our hearty 
cooperation in giving you the best goods 
and service possible. 

Thanking you for your inqutrj^ and await- 
ing your further favors with interest we 
are, 

Sincerely yours, 

For various reasons, it is considered wisest to 
retain all original letters coming to the general office^ 
and in referring them to branch offices, it is a safe 
practice to send a careful copy. This copy can be 
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made on a separate steet and enclosed in the formal 
fetter referring to it, or the letter can be copier! on 
the same sheet with the formaf referenL^e, using 
an lotemal Correspondence letter head as follows: 

From Merchant & Co. To William & Brown. 

Chicago. Cincinnati. 

Date 19.. 

Snbjeel. Potter & Co, Inquiry. No . . . . 

In reply to yours .......... 

We are in receipt of an inquiry from the 
above company ^a toUows: 

Pleafie give the ahove inqniry your usual 
prompt attention, and endeavor to secure 
thE'ir business. Kindly a'*knowl<?dge receipt 
of this letter by the inclosed return-card. 

Would like to know later, the results of 
your interview or correspondence with them. 
We will send our usual Follow-Up letter to 
them in JO days. 

Sincerely yours. 

Merchant & Co, 

After a suitable and pre-determined interval the 
original inquiiy sboold be ^^Pollowed Up/^ A form 
similar to the following may be used; 

'^Dear Sirs:— 

On .... we received an inquiry from you 
for , , ,, As advised, we referred your letter 
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to our agents in ...,, requesting tliem to 
give yon a prompt reply, and to quote prices 
that would eecure your order. 

Kitdly advise us if you received a satia- 
factory service. Thanking you for your 
eourtesy iu the matter, and awaiting with 
interest your reply, we are" 
Sincerely youra. 



"Follow Up" letters to agents or branch offices 
may be made in either of two forms. Where the 
number of referred letters hap not been too great, a 
separate sheet for each inquiry may beat be used. It 
Ahould, of course, be of the regulation internal cor- 
respondence style of stationery. Here are some ex- 
amples : 

From Merchant & Co. To Williams & Brown- 
Chicago. Cincinnati. 
Date 19,, 



Subject. Potter & Co. Inquiry. No. 
In reply to yours 



On .... date we referred an inquiry to 
you from the above company. We have not 
heard from you regarding it^ and wish to 
ask if you secured the order. If not, what 
the prospects are for getting it! 
Kindly reply on this sheet. 
Sincerely yours. 
Merchant & Co, 
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Wterp there have been a large number of referred 
inquiries, tbe request for reports may be made 
periodically in a blanket form as follow* : 

From MerclmBt & Co. To WilliaitiB & Brown- 
Chicago. Cincinuati. 
Dato 19., 

Subject. Referred Inquiriea No - - - - 

In reply to yours 

During the month of we referred 

the following inquiries to you. Kindly ad- 
vise tia of tbe results of your letters in 
each case. 
No. 1 Jamei4 Wilson & Son Date^ March 1st. 

Detroit. 
No, 2 Harrison & Flanders Dole. March Ist. 

Detroit- 
No. 3 Ketcham & Gibson Dale, Marcli l&t. 

Detroit. 
No. 4 Merrill & Hubbard Date, Mareh 5th. 

Cleveland. 
No. 5 J, J, Boyd Date, March 8th. 

Cincinnati. 
No. 6 E. S. Fletcher Date, March lOth. 

Dayton. Eltv, Etc. 

Tbe agent or branch office may reply categorically 
as follows: Using the form of internal correspond- 
ence ebeet for branch oflSces : 

Referring lo yours of . , . . we beg to ad- 
vise as follows : 
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Vo, 1. We wrote iat and 2iid letters but 

have no rt^ply, 

No. 2. Qnote'I them and have the promise 

of the order- 
No. 3. Secured order- Our order No. 

893B;— AmoQQt, $1,439.40, etc 

The report of resalts from amenta is valuable as a 
check against delmquencies or carelessness in cor- 
respondents, and also enables the adyertising de- 
partment to nmke an estimate showing the relation 
between the cost of an Lnqniry, and the reuniting 
profits. 

In ^'referring" correspondence, il should be done 
in R manner which will give lite customer an impres- 
sion thai the inquiry is handled in that manner solely 
Sot his accommodation and to seonre him better serv- 
ice; aud that although referred to a branch office or 
agentf the general office is so mnch interested that 
Iho inquiry will be cared for in every detail as care- 
fully and as promptly as if handled direct from the 
general office. 

The more closely the work of supervision on the 
part of the general office and the actual work on the 
part of tilt' brunch olficc are made to harmonize and 
dov^tnil, tho more certair and satisfactory will be 
the rebulLs obtained. 
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:e coheespondence of orders and 
contracts. 

There is a difference between an open order and 
a signed one, aud a still farthtr diCTerenee between 
on order and a contract. The word "order" usually 
indicates a purchase of goods, while ''contract" 
would mean that a piece of work is lo be done. The 
correepondence in regard lo each hae its peculiari- 
ties, but whatever the nature of the transaolion Uiore 
is a radical change in the character of the letter- 
Triting when a point Is reached with the customer 
Trhere the order or contract haa been booked. 

The ^'correspondence of orders and contracts" is 
properly only tliat which takes place after the book- 
ing of the order or contract. Such correspondence 
ghould not be of the elaborate and voluminous na- 
ture which characterizes circular letters or letters 
referring to credits or eollections^ but condensed and 
to the point. I'ntil the booking of the order the 
writing of letters was of prime importance in the so- 
licitatinn or nesrotialion for the business. But once 
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the business is secured letter- writing bceomea a mat- 
ter of secondary importance to the getting out of 
the work, and should be confined to the exchange of 
information on details of the work, notes to indicate 
the progress oF the work and possibly occasional 
brief assurances that faith is being kept in this or 
that particular. 

By this it is not meant that correspondence may 
be practically dropped as soon as an order is re- 
ceivetl, but that long and rambling letters are a 
hindrance to work that is a<"tually under way, if not 
dangerous, and are more apt to convey wrong im- 
pressions than brief, matter-of-fact statemenls. 

Immediate acknowledgment of all orders or con- 
tracts should be made in all cases, even when secured 
through salesmen. It is of value to courteously 
acknowledge it direct to the customer. This may 
be done either by filling out a printed form or by 
a personally dictated letter. Many firms make use 
of a postal card with a blank form printed on the 
back, which they send out in all cases, sometimes 
also writing a letter in the case of an important 
order or a new customer One form for tliis pur- 
pose is as follows; 
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: 



Chicago. 190.. 

We beg to acknowledge receipt of 
your ord*r» as per specifications, dat^d 

This order 

bears your No and our No 



Thanking you, ire are, 

Yoarfi truly, 



Forma printed on paper of letter-head size are, 
however, preferable to cards, on account of the facil- 
ity with which they may be filed in the vertical sys- 
tem which is now in common use. Postal cards, 
half sheets and all irregular sizes of paper arc m- 
clinded to bunch up iu the bottom of folders and 
interfere with the usefulness of the file for other 
purpoaeB- 

Where circumstances will admit of the practice a 
regularly dictated letter is always best, and with 
orders of importance this should be the rule, it ia 
human naturo for, a customer to f^el that in giving 
an order he h conferring a distinct favon and it is 
likewise human — perhaps with a tinge of vanity — to 



200 



MODERN BLJ?^IN£3S COBRESPONDENCE 



expect or appreciate a graceful aoknowledgment. 
This applies more especially to bnyers of moderate 
quantities and to the out-of-town cuslomers of job- 
bers and wholesale bouses. 

Orders from very large concerns, particularly 
manufacturing companies, are placed by a purclias- 
ing agent who buys wherever he can get the lowest 
price on the day of purchase. There is not the feel- 
ing of established or preferential patronage in this 
case. The work is routine itnd impersonal to a con- 
siderable exteat and the only need of an acknowl- 
edgment to such a concern is something which will 
insure that the order has been received and entered. 
The buyer may have favorite sources of supplies, 
but, considering (lualily, price and promptness to be 
equal in all cases^ it is better for him to be absolute- 
ly impartial and phlegmatic. 

*' Purchase orders'^ are likewise made on blank 
forms and, besides places for the items outlined, con- 
tain certain printed instructions and conditions gov- 
erning the order. These blanks are numbered con- 
secutively for convenience of reference and identifi- 
cation, yometimea tbey have a coupon-like attach- 
ment bearing the aame number which is to be de- 
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'tached, signed by the recipient of tlie order, and re- 
tarned to the buyer for acknowledgment of order. 

But even in such cases, while elaborate acknowl- 
edgments are of little use, an oceasioual letter be- 
tween principals which does not fit into the grooves 
of a niechanical system of ordering, often has its 
effect for good. The executive officers or one of the 
partners of a firm can oftGc change an indifferent 
customer to a loyal one by occasionally scanning a 
list of the customers and by direct personal letters 
signify that his patronage is appreciated. 

An instance of this was where a large manufact- 
urer of belts and hefting supplies took time fre- 
quently to go over the lists of bis customers. Many 
of them he was personally acquainted with and felt 
practically certain of retaining their trade, but with 
others he was not familiai\ Some were apparently 
regular in their purchases and othere intermittent 
To the latter class of purchasera he wrote personal 
letters of appreciation or acknowledgment, and to 
ttas habit he credited a fair share of the yearly in- 
crease of atannch friends and trade. One of his 
letters was &a follows: 
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Dear Mr 

I wiah to express to you personallv my ap- 
preciation of the occasional orders with 
which you favor ua. However, I am inclined 
to tliink tiiat for some reason or other we 
do not receive as tiiucb of your business as 
we might. If there is any special reason for 
tbia^-or if wd have unoonscioTisIy erected 
any barriers — I would esteem it a favor for 
you to write U9, We are very anxious to 
have as much of yonr trade as we can obtain 
and certainly feel disposed to exert our- 
selves to the limit in order to fairly earn it. 

If there is anything I can do for yon per- 
sonally kindfy advise me- Let me hear from 
you anyhow. 

Sincerely yoarB, 

The mistake must not be made of supposing that 
the receipt of itn order settles the matter. "'There 
is many a slip betwixt the cup and the lip,'* Before 
the Ink is dry on the entry book there may come a 
telegram or a letter of cancellation — sometimes 
without apparent reasons or without a word of ex- 
planation. 

The writer recalls the delight he felt one day upon 
receiving a perfioua] t^all froin nn out-of-town buyer 
whom he had frequently solicited by mail without 
result. Two bours were devoted lo him nnd he left 
a very pleasing order for material to be shipped at 
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once. The order could not he shipped imtil Ihe day 
following and we were in the taeantime eougratulal- 
ing ourselves on the banquet. The eiistomer lived 
quite a distance away and did cot arrive home imlil 
the following morning, but be passed the telegraph 
office on the way from the station and cancelled that 
order. We never got an explanation. 

Open orders arG not in the nature of contracts and 
oannot be as rigidly enforced. Indeed, signed con- 
tracts seem to have as little weight with some. But 
the point to be remembered is to cage the bird as 
swiftly as possible once he is caught. To do thia 
without ruffling a feather and keeping the bird happy 
at tbe same time is where the real genius crops out. 
An important thing is to first send a prompt ack- 
nowledgment; fieoond, get the goods shipped as soon 
as possible — getting them shipped the same day and 
boing able to say in your acknowledgment that the 
goods have gone forward is a powerful discourage- 
ment to a countermand. 

Certain lines of manufacturing business are trans- 
acted wholly by contract Exact specifications aa 
to the goods, terms, time of delivery, etc,, are re- 
duced to writing. The special forms of these con- 
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tracts vary with the bnsinesa and as between indi- 
viduala. The correspondence precedes the contract 
and is lip to that time governed by the f^ame require- 
ments of tact and diplomacy as on open orders. Even 
with disputes find conditions arising from definite 
contracts there should never be a departure from 
digTiiJy, courtesy and fair-mindedness. There should 
be no aj>proach to qneationable interpretations or to 
taking odt'antpge of '^technicalities,'* You may 
say: 

*'Ohl it's done every day find everybody expects 
it" 

Trne, it is done every dsy^ more's the pity. But 
everybody doe;^ not expect it. To the credit of the 
American business man it must be said that in a 
large percentage of cases he wants and expects only 
that which is fairly and rightfully his. He is at ail 
times open to reason and fair play. 

There is, however, too much carelessness or laxity 
in the wording of contracts and in the dictation of 
letters relating thereto. These should be as definite 
and clear bs possible, concise, tc llie point, and so 
worded that there may be no opportunity for dou- 
ble or doubtful niecning. 

Here is an example of a double interpretation that 
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could have beea EoresUUecl by a single word : A let- 
ter was received by a jobbing house astcing for a 
quotation on a certain make of lamp, A reply was 
made quoting $40 each. A telegram came asking 
"What will be yoar best price for two!" The an- 
swer was: *' Thirty -seven dollars and fifty cents," 

This waSj to a certain extent^ ambiguons. Of 
course the word "each" should have been added, or 
the message worded. **Sevenly-five dollars for two." 

The buyer made the ridiculous claim that the price 
meant $37.50 for two, as they had specifically asked 
the price for two. How they could have been brazen 
enough to set up such a claim in the face of the 
original quotation of $40 each was unaccountable. 
But it required a lawsuit to collect the bill, and it 
serves to illustrate the extreme importance of every 
word in the writing of contracts, orders and quota- 
tions. 

There are many different Bysteme of handling or- 
ders and contracts, and a system which might be 
convenient in one line of business would be entirely 
inadequate when applied to another. The one which 
seems to be the most popular in different lines of 
business and which may be adapted to changes eas-- 
iest, is one used by a firm which contracted for struc- 
tui"al marble work in large buildings. 






if> 



uv^^ ^rrvw^-'if:; *>- :ir,-ijt. fcw^3^ :,> tie nanus 
'^ M* vi-jii^ vr ti* :us&«% '/ tilt »r*iji**t%. The 
*a?^' V, '^ \t*it^ 5vr til* y.^r^>*:^ Art L^tZLbeTed eon- 
•j^*^^'*.-!^^/;- ;-'. -Ari?*: v^^^^-*^ *^ f^Z^sd in a drawer 
;•'* *-wr3L t ::ji.::z^^ tiia: t>* *TcaJ>*t number will al- 
wa;-"*. V a! *?>r V^p ».* t;,* 'rard* are ii*^ ont- 

T^T>™ an w'J'T or 'y/ntnwrt u enttred on one of 
tb-rv^ 'aHA tb^ n^rrribfT 'rti the 4:aH becomes the nnm- 
>Ar of the order ontil the ^^f/Dtra-rl i^ closed, no mal- 
itzT if tbat i* a vear or more. The ruled form on the 
card, if fillwl imi rrompletely, gives all the essential 
faefH fonceminff the order — the name of the firm 
jiIacijijT the order, the name of the building, the 
shipping lio'mi — for this may not be the same as the 
address of the customer — the date it is to be finished, 
the amount of the contract, date the order is entered, 
date shipped and name of the salesman who secured 
the order. It also bears an additional space mied 
into columns where a very small order may be item- 
ized, if desired, or remarks made. 
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After this is filled out bloe prints or drawings arc 
made from tho genera] plans subniitted by the cos- 
tomer. From these drawing a detailed shop order 
is nude oat, itemizing each piece, giving dimensions, 
mAteriat and a "piece number." These lists go to 
the shop. They bear only the order nmnber and the 
name of the btiilding. Another file is made of them 
in the shop and here they are indexed by nmnber 
coD^ectitively. 

Ton will notice that in the mam office the contracts 
bwwTi by the name of the customer, while in the 
they are knovn by number only. The name is 
Mt lis«d in the shop oa account of the iDc<H]venjenee 
ctf writinir out a tonff naift ca eadi piece of \rorfc. 
The number is shorter and jast as coorement in 
*»lht*r ways. 

The number on the card in the entry file aL=o bc- 
iH4uev<t the file number for (orrespoadence on the snb- 
j^U and i$ i>Uced oa tba feUw in vhich the cor- 
mfMidHieo ift BImL Thl$ is an improreiiiHit over 
Um alph«Wtk«I flKng in that if tvo w more con- 
tm^'U aiv Wtnj^ co a pMtd for the same finn, the 
w*rivt|n\inK«i,>f i» fcep* in diff^efviil f^rfders^ and is not 
llfwrl^v ^« a)4 hi bi» ooofMad. 
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When correspondence is time nnmbered it is usual 
to also make use of the ^'subject heading'* on each 
letter sent, as described in the chapter on '^Internal 
and Departmental Correspondence. ' ' The great 
amount of correspondence on the one contract, and 
therefore with the same file nnmber for reference, 
is too indefinite without the additional precaution of 
a subject beading. 
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PECULIARITIES OF MANUFACJTLTtlNG COR- 
RESPONDENCE. 

The market for aecessitieg is always safer and 
more secure than the market for luxuries. Neces- 
sities will sell themselves, while luxurit^s must be 
soli It takes no great skill in letter-writing to sell 
a sack of flour, for if the miller does not go to the 
consumer with it the consumer will come to him. 
The same ig true of clothing, in a less degree> Food 
and raiment are necessities of life, and there has 
been a demand for them since the world began. In 
a time of panic— *'hard times"— the man who feela 
it first and most is the manufacturer or dealer in 
those things the individual foregoes first when pros- 
perity wanes. 

But there is still another class of articles which 
do not come under either of the foregoing classes, 
namely, what are known as specialties or "utilities." 
These are generally the new inventions which hu- 
manity has thus far gone without and which, there- 
fore, can hardly be designated as necessary^ but as 
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they are really quite useful^ and almost indispens- 
able when they once come into use, they cannot be 
labeled as luxuries. They are the good things the 
people must be educated up to. Among the recent 
contrivances of this class are the telephone, the elec- 
tric light, the automobile. Sewing raacbines were 
once quite a novelty, as was the steam engine i and 
the man who firat used an umbrella in London, ao 
the story goes, was hooted at in the streets. To a 
greater or less extent all labor-saving devices have, 
through **manufacturing correspondence" and ad- 
vertising, become so popularized that they are now 
regarded aa near necessities, 

Since necessities are '^bought" instead of being 
'*sold," and luxuries are too changeable and depend- 
ent upon fashion to be the basis of staple industry, 
it is apparent that the greater part of correspond- 
ence devoted to manufacturing finds its justification 
almost wholly in the things that ought to be neces- 
sary' to daily life, and are necessary to the man who 
lives by outwitting competition. 

There are two kinds of specialties : the kind which 
a man is bound to boy eventually from some one, 
and the kind which be may never think of again if 
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it is not sold to h\m on the spot. In the first case, 
if a sale is not made at onee, it is delayed for a time, 
and in the second case it is probably lost entirely. 
Tlie inference to be drawn from both instances is, 
^ell as much ns you can in a given length of time. 
Your expenses, largely, wiU go on just the same, 
whether you are selling little or much, and the more 
you sell and the faster, the greater is your actual 
profit and your percentage of profit, above expenses. 
To illustrate how Che first case operates — the man 
who only delays buying because he is not approached 
at the psychological moment— let us take the inci- 
dent of a man, named Smithy who needed a suit of 
clothes: Smith discovered in August that bis sum- 
mer clothes looked a little "tacky." Then it was 
that the clothier should have approached him with a 
letter, some nice illnstrations of summer suits, and 
maybe a little philosophy. But he didn't In Sep- 
tember Smith's clothes looked still worse, and he 
knew itj but the rush of business caused iiira to delay 
the matter until in October At this time his tailor 
should have flooded him with literature and monop- 
olized bis attention until he had an appointment with 
him; but he didn't- It ran on for a fortnight longer 
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and turned cold. Smith realized siidileuly that be 
was Ld sad need of clothes, but reasoned that since 
winter was now so near he would not buy an autumn 
suit, but have Ms old suit pressed up and make it 
do just a little longer, then get a winter suit, whieb 
be did. 

Now Smith's tailor could not honestly say to him- 
self: "It was bound to come- T have only been out 
the price of this suit for a few weeks. ' ' It was worse 
than that. lie must say to himself, If he is truthful : 
"This Is the money I would have had any way. But 
I am jast out the price of a late summer suit and 
a fall suit, which I might have sold before this one 
and which I will never have another opportunity to 
selh" Smith would certainly have bought if he had 
been properly handled, but^ as a matter of fact, he 
has some money left which socae other merchant, in 
a different line, but with real enterprise, will get. 

There is much in making it easy for the customer 
to order or to ask questions. In cases where it is 
difficult for him to order, the example of the great 
mnil order concomg, of Fsending order blanks for 
snch things as clothing, with spaces for all the data 
that it is necessary to know, should he followed- 
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That helps the prospective customer to say wliat he 
wanta to say, Tt also helps him to say it wbcn be 
wants to say it. The average lioyer wants what he 
wants when he wants it, and if he cannot get it then 
he 16 very prone to change his mind. 

Josh Billings aaya that the best time to set r hen 
ifl when the hen wants to ait, and the best time to 
sell is when the man wants to buy- — when he asks the 
price. Local agents should be furnished with data 
in such form that they ean answer questions of price 
and size instantly when the customer's mind is on 
the subject and when he afiks the price of a certain 
aize; instead of leaving him in doubL or to wait, 
grasp the opportunity lo plant that one fact in re- 
gard to your goods firmly in his mind. 

Another instance of handling huyers may be given 
in the farmer who asks a dealer for prices and in- 
formation on reapers. He has an old reaper, but 
IS thinking of disL-arding it for a new one. In the 
meantime the crop is coming on and his reply is not 
forthcoming, or at least the information whieh he 
needs is not contained in the answer to his letter. 
Perhaps he cannot consider the matter further until 
he knows what a new one would cost him. But he 
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is too busy, and it is not convcoient to write lettera 
in the eountrj'. The haiTesl ripens and he plunks 
iflto it and uses the old reaper, after which he is not 
going to purehase the new one until next year. Now 
it is not a case merely of a sale being deferred which 
would have been made any way. It is more than 
that. The number of reapers which might have been 
sold in tiiat season is not sold. The reaper which 
will follow the new one — when it is worn out — la 
deferred also, one year or more^ so that the nnmber 
of reapers sold in a ten-year period — and in a life- 
time — is mneh less than it onght to be- And while 
the manufacturer's expenses during hrs life were 
very definite, his profits, and consequently his for- 
tune at the time of his death, were the minimum of 
what they might have been had he been punctual 
and grasped this secret in regard to the '^selling of 
speciHlties." 

Now, as an example of the second class of special- 
ties, the kind that may never be sold if not sold on 
the spot, let us take tbe subscription book. It la 
always to the advantage of the book agent to sell his 
wares nojr, and as many of them as possible. The 
book he is handling may be the best thing for the 
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money the customer has ever invested in, but if it 
ia passed up for the moment it is, nine ohani^ea in 
ieRy passed up for good- 
There is a partial loss in delaying the sale of an 
article that will eventually be sold, and a total loss 
in delaying the sale of a thing that is uot a neees- 
fiity- These two observations, erystalized into the 
jjoliey of a man's life, will often aceount for flll the 
difference between wealtli and poverty, in old age. 

The demand for an ^'article of utility/' or for a 
"specialty,'* must be ereated by educative means^ — 
eonespondenoe and advertising. Before new and 
t'orreet ideas can take root it is frequently neces- 
sar}' to dislodge or destroy old and erroneous ideas. 
Old prejudices may be so strongly established and 
fortified that to eradicate them, even with truth on 
one's side, is not a tash for the gentle pen or the 
man who believes that "molasses will catch more 
flies than vinegar." At times the man with a new 
invention to place before the public must, so to speak, 
dip his pen into the gall of sarcasm and the acid of 
ridienle. It is a pecnliaritj- of the human animate 
which differs from other animals in that it has rea- 
BCD — that it must sometimes be rapped vigorously 
ir the head before its reason is aroused to action. 
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This is especially tme in the case of goods which 
are radical departures from older stvleB. The more 
radical t!ie departure the raore radical must be the 
literature which is designed to popularize it. First, 
the defeeta of the old way must be pointed out, and 
then the advantages of the new dilated upon. To 
get the attention of the pnblie various cnethodB are 
used. Some attract attention by interesting letters 
and others hy means of odd stationery" or attractive 
printed matter. It may be done by sheer audacity 
— hy knockiug the other fellow. Some advertisers 
may not agree with this method. They will say, 
"This fellow is a knocker. Never knock the other 
fellow.'^ It depends upon the circumstances. If 
the other fellow is in possession of the fortress; if 
be has the e-ar of the public; then there is nothing 
to do but to knock. This is especially true when the 
knocks are deserved. 

Brains are interesting, no matter what they are 
connected with. It is the same old stor\" that the 
man who is entertaining — and it takes a brainy man 
to be really and truly entertaining to the bosineaa 
public — can sell things that no one else can sell. 
Generally it is the man who has the time, the am- 
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bitiOD and insight into boman oaturef the mau vrlio 
stiidt<^ buman nature as mticli as he does bis goods, 
that wins by correspondence. There are men who 
can write worlds of philosophy^ ethics and humor 
into anytbing. Such a man baa been known to take 
up as uninteresting a thing as stove blacking and 
hold the attention of a community for weeks. 

The president of a firm which makes a specialty 
of manufacturing an improved screen tells of the 
system used by him as follows: "In the first place 
we send an educated salesman — a 'screen educated' 
salesman — to some dealer in a certain town, — the 
hardware dealer or lumberman, perhaps, — and estab- 
lish an agency with him. Tbis new agent is then in- 
stmcted to send ue the names of prospects, any one 
who has recently bought a house or buUt one. We 
begin by sending to the addresses on the list a series 
of five letters, form letters, but addressed person- 
ally. We have form letters for all the ordinary 
questions that axe asked in answer to these circu- 
lar letters, but if one of the prospects, by asking 
an UEUsnal question, lifts himself out of the form- 
letter list, then we honor him with a personal letter. 

"More and more, the world is discovering the 
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sale of a specialty must be made from the home 
office. We have to furnish every pound of the pres- 
Bure right here- We keep after the agent all the 
time — not by trying lo make him fei^l ;i sense of duty 
toward us, or anything of that kind. We harp on 
the string that there is money in it for kim. He 
does not love the world, and he does not love as; he 
loves money. We argue that if he will sell our 
screens he will get more money. And we find it 
suceeasful," 

But when you sell a man, by all means stop writ- 
ing him letters^ Keep your system in such a slate 
of efficiency that the card index represents only cus- 
tomers who have not been supplied. The ssving in 
stamps and labor h the smallest economy lo be de- 
rived from accuracy in the follow-up system. Ac- 
curacy means a great saving of time. A system is 
supposed to avoid confusion and not to cauae it, and 
the system which does not serve this purpose has 
degenerated Into red tape. 

An impressive example of this degeneracy of sys- 
tem is to be fonnd in the case of a mufh advertised 
real estate firm in Philadelphia. A friend of the 
writer had, a few years ago, an absolutely worth- 
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less piece of property wMch he wished to sell, aiwl 
he wrote the Philadelphia man asking for teiins. 
The property, however^ was sold through another 
agency and the Philadelphia man waa written to 
that effect, so that his foUow-np list might be 
changed. Bat the advice waa not heeded. The fol- 
low-up letters still eanie — a eoTistnnt flow of them. 
Again the real estate man was written to "Please 
stop the girl/' Ihal the properly was long since sold, 
and why continue to follow up ? But the letters came- 
About a year after that a telegram was received: 
"Do yotir terms still hold goodT" The aaswer 
was : "I have seen a great many systems of follow- 
up, but Ihia is my first experient-e with a telegraun. 
If yon had not sent it prepaid I wonid have sued 
you for damages, because, as I have written you 
many times, the place was sold a year ago." This 
ended it. Whether the ad^nce was heeded or the 
mailing list was lost or destroyed by fire, was never 
learned. 
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THE CORRESPONDENCE SYSTEM IN A 
LARGE MAIL ORDER HOUSE. 

Probably more than in any other line of mercban- 
difling is it important to exercise the most exact care 
in the handling of correspondence in a mail order 
house. Letters and catalogues are the only direct 
representatives employed, and upon the skill with 
which these are handled depends the success of the 
concern. 

The daily grist of letters in a mail order house 
will run into the tens of thousands- Its incoming 
mail is more extensive than that of such cities as 
Indianapolis^ Mbineapolis or Milwaukee, This mail 
comes from every state and from almost every ham- 
let in the Union. And the eorrespondeuce machin- 
ery in such a case must he organized in a larger aud 
more comprehensive way than that of the small con- 
cern whose daily mail may be counted by dozens or 
scores. 

The catalogue is the sfllesman of the mail order 
house and contains all the information neccesary 
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for placing orders intelligenlly- It gives good puis 
and descriptions of almost every article quoted; it 
guarantees satisfaetion or money refunded, and by 
its conjpleteness and comprehensiveness does away 
with an enorraoua volume of eorrGspondencc aisking 
and giving information. This being the case, most 
of the incoming letters contain orders. Most of the 
othere are in regard to adjustments and complaints, 
which are discussed further on in this chapter. 

Letters coming into the office are opened by ma- 
chhaery. The usual method of ripping an envelope 
with a book knife or of tearing off^the end would 
not only mean a great loss of time, but would en- 
danger the contents of the envelope. The letters 
are taken in bunches convenient to hold in the two 
hands, and by a deft momeT]tar>' manipulation tn an 
upturned position^ arranged with the ends flush. 
In this position they are held against a swiftly re- 
volving disc, which is covered with a sheet of ab- 
rasive paper. This grinds off the end of the en- 
velope just sufficient to open it, but does not go deep 
enough to injure a check or draft or a fold of the 
enclosed letter. 

The letters are then passed to a table attended by 
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expert young womeHj who swiftly extract the con- 
tents, talking care that the eoclosures^ such as checks, 
drafts, moDey, samples or anything in the nature of 
an enclosure is attached directly to the letter, so 
that it cannot be lost or misplaced, Tliesc inspec- 
torB also make sure that the writer of the letter 
has given his town or street address at the top of 
the page. Many careless writers will begin a letter 
without giving their town or state, so that it would 
be impossible to tell whence the letter camen To 
overcome such deficiencies reference is made to the 
postmark on the envelope^ and this is sometimes 
pinned to the letter with the enclosures* By this 
means the department attending to the letter will 
know where to address a reply- Letters containing 
orders are here separated from letters of inquiry 
only. The orders are sent to the entry dei)artnient, 
where they are copied in blank forms. These blank 
forms are then distributed to the various stock divi- 
sions for filling. Tlie letters which do not contain 
orders and which must be answered by further cor- 
respondence pass through a corps of inspectors, who 
determine the department to which I he letter must 
he sent for attention. 
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After answers are written, and before tliey are 
sent out, they pass under the scrutiny of an inspec- 
tion bureau, where it is carefully read and compared 
with the letter it answers, in order to determine 
whether all questions are met and whether the letter 
in itself conforms in ila entirety to the policies of 
the bouse. 

There are certain written and unwritten laws and 
principles of ethics which the answer must not traUG- 
grcsG, To illustrate one point of this feature, it is 
a rule with one company that no definite promises 
are ever given in a letter. This is based on the 
Mosaic law, "Let your answer be yeat yea, and nay, 
nay," particularly **nay, nay." As the genera! 
manager put it, "We never make a promise. Prom- 
ises are so easily broken and almost invariably are 
broken," This applies intimately to shipments. In 
our letters we say, "Shipment will be made as 
qukklif as possible.*' Another things we eontinually 
meet all sorts of requests which we cannot grant 
without deviating from our established rules. "We 
are asked for agencies, for discounts and conces- 
sions in various guises, because of this or that real 
or fancied reason. One man will think be ought to 
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bav« a box of eigars because he told 8o aod-so to 
bqy of OS, Another vill intimate that be can infin- 
eoce ft coneidersMe amount of trade in bis com- 
mimitr and wants a local agoicy- To all of their 
intereetu]^ l^roposttuMis we pleasantly and diplo- 
BMtxmllT bni |x>sitiveiy give a negative answer." 

It b the prorince of the inspection borean to catch 
all viohtkHis of thes^ principles and return the lel- 
twrt for ncftsting. Bot ihey cannot pass upon the 
eorreotMaa of the technical pointa involved. If the 
dictator has made a sustake m technical descrip- 
tion or in a price qoot^d^ that fact would go iin- 
uotkvd by the inspectioQ borean. Xo one but the 
particular |>er$ou writing the letter or the manager 
—who iloe» not r^ad letters — would have the reqni- 
wl<» kno\rle\ig^ to know siwli thing«^ That is a part 
of the responsibility which the correspondent him- 
M»lf cannot shar^ with any one else; he is solely and 
individually responsible for the accuracy of tech- 
nical information vhich bo dictates in a letter, Bnt 
lln* fact that the letter as a whole, as relating to its 
i>tt[ii]HiJiitioLir completeness of answer and policy, is 
to lie critically inspected, operates as a constant 
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clieck and incentive for the one who dictates and 
brings out the best there ia in Lim. 

The inspectors frecjuently find it necessary to re- 
turn to the correspondent cheeks, money orders, etc., 
incorrectly made out; and it is the duty of the io- 
specticg department to see that all enclosures men- 
tioned in the letter are properly attached. This de- 
partment also looks after the enclosing of samples^ 
and senitiuizes the letter carefully with a view to 
having it complete, perfect and correct in every de- 
tail. Not the least important of their duties is to 
see that the address of the letter is the same as that 
on the letter from the cuetomer, so that there may 
be no misearriage or delay. 

After this final inspection letters are passed to a 
corps of clerks, who fold and enclose them in en- 
velopes and E&x the necessary postage. In this 
department the outgoing mail is separated, the first 
class mail going through the postoflice for cancella- 
tion in the regular way, and all mail of any other 
class — such as catalogues^ circulars, samples, book- 
lets, etc, 13 sent out under stamps previously can- 
celled by the Postoffice Department, and such mail 
ia not handled by the postoffice employes. Tn fact, it 
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13 distributed by towna and stales and sacked and 
labeled ready for the cars before it leaves the house. 
This is done under the supervision of a postal em- 
ploye detailed for the purpose by the local poetofiice. 
The vaiuo of this aupervised work on the part of 
the mall order bouse to the postal service may be 
more fully realized when it is stated that during 
many months of the year the dally mail of the house 
in mind will average over seventy-five thousand 
pieces. 

System is the watchword in all great institutions 
of this kind. There are so many things to be done 
and so many people to do them that the work and 
the personnel of the concern must be finely and rig- 
idly classified. Some one must be responsible for 
everything and everybody responsible for some- 
thing. When it comes to important matters of fact, 
the files are the one source of information. 

Take tbe case of a claim, for instance, which has 
come in from a customer. An article may have been 
omitted from a shipment by oversight; it may have 
been lost in transit; something may not be as or- 
dered, or may arrive in damaged condition. There 
is an astounding number of complaints that come 
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m. and a large force of eorrespoadents and gtenog- 
raphers is necessary to adjust them. By the time 
the romplaint arrives the customer's original letter 
and all papers ia connection with it have been care- 
fully filed away, and no one can obtain them from 
the file clerk without a voucher from the correspond- 
ent who had charge of the letter-writing when the 
order was handled. The letter of complaint is passed 
on to the employe who assembled the goods, who in- 
vei^tigates and endorses on the back what he finds 
out. Tbeu it is passed on to the shipping clerk, who 
does likewise. 

On most complaints it is necessary that some of 
the employee investigating a complaint have the cus- 
tomer's original order, freight receipt, end various 
other papers, all of which are filed away together 
under an invoice number. When absolutely neces- 
sary, and only then — for the eorrefipondenee clerke 
are verj- busy men— a voucher is obtained from the 
correspondence clerk and the papers gotten out. 
When the matter has been ferreted out and definite 
facta learned, it is the duty of the correspondent to 
write the customer and straighten the trouble out 
with him. 
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Thus Ear we have dealt only with the correspond- 
ent in the merchandise depart metits. There nre also 
(lorrcflpondeuts in the tramportation deportmGnt, 
whidi handles cases where claims for shortage or 
daningt^ ure made against railroads, Then there are 
upccial cdrrefipondents, who answer letters addressed 
to momhers of the firm personally, and letters whicli 
do not fall into the province of any of the regular 
dopartmenta. 

Tho moat important single qualification of a cor- 
rr»lJond<nit lu a merchandise department of a mail 
order house in to know the merehatidiae of that de- 
]uirtuieut; and the next great thing is to understand 
tho »yNt(>ni and spirit of the house. This system is 
prtjhahly more intricate than that of any other husi- 
noHK, and it will require a new man three or four 
niorithft to foel that he is ^'started"; he will then 
prohahly loam something new every day for a year 
in regard to the systL^iiL It is probable that more 
rorn'wpoudeiieo elerks fail on account of their in- 
ability to get a good working knowledge of the sys- 
tem of their lioueeK than on account of inability to 
write ft Kali*jfaolory letter, 

A correspondent should be a man of mature judg- 
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meut, since his work consists largely tu adjustiug 
complaints. It is his task to satisfy tlie customer 
at the least possible expense to the house; and wlieu 
goody are damaged he should know the cost of re- 
pair, how the repairing must be done, and whethet 
it wilt be necessary to send them back for exchange- 
He should have a good idea of freight rates, methods 
of shipping, etc. In faet^ he ahould be a generally 
well informed man. He must answer mquirieH and 
adjust complaints promptly, writing letters that are 
properly addressed and without typographical 
errors. But the basis of jud^g a correspondeiit 
is his ability to handle a large quantity of inquiries 
and complaints on schedule time and do it in a eat- 
isfaetory manner. He is expected to answer some- 
thing like one hundred letters a day, and there are 
always a few '*tough'' complaints every day that 
take half an hour or more to adjust properly. 

The letters received are, more often than other- 
wise, written in lead pencil; often they are ille^blc 
and do not call for an artistic reply. The corre- 
Bpondent therefore doea not need to be a master of 
English and rhetoric, but must write a simple, 
straightforward letter. One of the largest houses 



232 



MODEaX BUSINEGS COHREBPONDENCE 



has a rule that every sentence shall constitute a par- 
agraph, for the better imderatacdmg of the rural 
reader. Another house, during the holiday rush, 
simplified matters even further than this by having 
printed a sheet with numbered paragraphs, each 
paragraph answering and explaining one of the cus- 
tomary qneations at that season of the year. One 
of these sheets was sent to each complainant with a 
statement printed at the head of the sheet; '*The 
paragraphs marked 'X' will answer the questions 
ciontained in your letter/' 

A correspondent who has made good in a house 
such aa the ones described will have an invaluable 
business training and can readily secure a position 
requiring business ability. The position of eorre- 
apondent is not to be desired for any great length of 
time by an ambitious person, but it is an excellent 
stepping-stone to something better. There are many 
opportunities for advancement, to sueb positions as 
assistant managers of department and later to 
managers. A common course is for the correspond- 
ent to accept some excellent position with a smaller 
and newer mail order house which needs his knowl- 
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edge and trainmg, or as correspondeDt with a rival 
firm where high wages are paid. 

T]iQ mail order method of daing bnauiesa ia an 
economical one^ and the great houses are growing in 
an astoimding manner. A good man can develop 
rapkHy, sometimes becoming afisistaLt manager in 
two or tliree years or even manager of a department 
Joing a million dollars' worth of business annually. 
The position of correspondent will be a more lucra- 
tive one within a few years, when competition among 
mail order houses becomes closer and the country 
people, with whom they do the greater part of their 
business, better educated and better informed. 

It is no doubt true at the present time that a good 
letter will influence a man to send an order to one 
house in preference to another, but, as stated before, 
the catalogue is the salesman, and it is not expected 
that the correspondent shall bring in a great deal of 
buainei^a. The position can be held down by any 
man who lias ordinaiy good judgment, a fair edu- 
cation and ability to think quickly; but a man with 
any native ability will not be long in getting a bet- 
ter job. 
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HOW CORRESPOXDENCE IS HANDLED IN 
DEPARTMENT STORES- 

Tlie store which retails across the counter is necee- 
aarily c)isqualifie<1 for any other method of selling 
goods advantageously. A good salesman may not 
be — and very likely ia not — a good loiter- writer; 
and a good letter-writer is seldom a real success as 
a face to face salesman. Furthermore, the two sys- 
tems of selling will not work well together from the 
same stock of goods. 

By any concern which retails across the oounter, 
correspondence is regarded not as a desirable me- 
dium of getting and conducting business, but rather 
as a sort of necessary evil. The problem with it is 
not, ''How can we elaborate our coiTesix)Tidence 
system/* hut '*How can we curtail or eliminate it/' 
And to the degree that tlieir system dispenses with 
correspondence it is considered effective and satis- 
factory. 

This being the case, the correspondence in a metro^ 
politan department store^ no matter how great the 
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business^ is never Jarge; and the metLods and sys- 
tems adopted by it are ititerestiog to concerns m 
other line of business rather because of tbeir oddity 
and novelty than for any other reason. The depart- 
ment store can no more teach tbem method in the 
handling of corresi>ondence than could a watch- 
maker formulate rules for the building of air-ships. 

But they n^ver quite succeed in eliminating letter- 
writing. They can easily enou^ desist from en- 
couraging mail orders, hut a few such orders will 
come without encouragement. They will use every 
effort to have complaining cuBtomers call at the 
fitore to make adjustments, but some of them can- 
not or will iM*t, Some letter-writing must he done, 
and they must make the b9st of it and do it In the 
least troubleaonao way. 

To tills end some stores segregate all the letter- 
writing to a department where it can he haur.lled 
by one or more persons fitted by education and ex- 
perience for that kind of work; and other stores 
either allow the salesman to write his own letters 
as he pleases, or require him to send them to the 
manager^a office to be censored before mailing, 
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number of salesperson, name and address of oos- 
tomer, and date. On Ihe top of the slip instrac- 
tions are printed as to the manner in which it should 
be used, as follows: 

"'When it becomes necessary for any employe to 
correspond with a cuBtomer upon business of the 
bouse, he will fill in this blank, plainly, giving such 
facts as shall appear in the letter, Thia slip will 
be 0. K'd by the person in stock authorized to at- 
tend to such matters, and then sent to the corre- 
spondence bureau, where the letter will be carefully 
written and copy of same kept." 

On a corner at the top a notice reads thus: 

('^By Mail 
(With Goods." 

Also, *'When letter is to go by mail, mark off 
the words ^with goods' above. If letter is to be re- 
turned to salesperson to go with goods, mark off 
the words 'By Mail'." The slip is ruled, front and 
back, so as to Insure evenness in writing and legi- 
bility. 

"I entered this store as a cash boy, and have been 
at the bead of the Correspondence Bureau about 
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three years,*' said Joha W. M. Heenng. of Marshall 
Fiftld & C'Ompanj''a retail establisiimeot- "We have 
been improving onr method of handling correspond- 
ent^e with the growth of the business, and have ooff 
in o])eration a syetem whii^h gives good satisfaction. 

*'IjBtlers upon all mailers exee[>t credits and col- 
lections are written and copies filed in this depart- 
mont. The 'Correspondence Slip' which is designed 
to aAtfist the clt^rk in giving the facts relating to a 
tnniSHotion in their own way, is fonnd to be one of 
111* hpst featurca ever introduced. It is a great time- 
haver, nw it in unueoessary for salespersons to leave 
their ih'partinenliii, and theec matters can usually 
ho attondtvl to in their leiBure moments. A simple 
wlattnuent of facts is all that is necessary, as the 
olcrk underslandB that the Gctual letter to th? ou3- 
tonier irt to l)c carefully written in the correspond- 
<iDcct bureau. 

"Many courtesiea in the ^^ay of informing cu&- 
toiiu'i'n thai certain linos of goods liBve been re- 
neiviMl. etCn, that would otherwise be overlooked or 
neglprted. receive attention through the use of these 
wlipH, Customers, as a rule, appreciate auch at- 
tempts on our part at pleasing and saviag of UB€- 
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leas trips to the store for inl'ormation whicL could 
just as well be sent to lliem hy mail, so that it ]>aya 
the merohant to attend to these little things in the 
long run. 

'^As an illustration of tin? value of correspond- 
ence in coEnection with the retail trade, let ns sup- 
pose a new customer inquires for goods not in stoct 
at the moment. The elerk is not certaio when they 
will he received, and the customer does not wish lo 
wait imtil the inforoiation is obtained. It is hut tie 
work of a minute to request the name and address 
and state that the information will be sent by mail 
that day. Of course this action would only be sug- 
gested after it was found the customer could not be 
suited in another line. It 15 certain that the cus- 
tomer's attention is favorably attracted to the store 
by the proffered courtesy, which will be further ac- 
centuated on receipt of a personal letter, 

"Our follow-up system receives careful handling. 
Names and addresses are obtained from the credit 
department, and also from drivers' delivery sheets 
in the case of cash or C. 0. D. transactions, A card 
system is used, and in addition to the name and ad- 
dress we make a n^te of the amount of the purchase 
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and also the date of same, so that we caE keep track 
of tlie business done by tbe pahon and the date of 
tbo last purchase. 

"Form letters are sent ont at least onee a month 
and the list is kept fresh by eliumatiLig the names 
of people who fail to respond after a reasonable 
period has elapsed. Catalogues are also sent out 
semi-annually- 

**My experience has demonstrated that one of the 
best principles of let tor- writing is never to say any- 
thing in a letter you would not be jttst as willing to 
SGAj in person. Conciseness coupled with compre- 
hensLveDees are very essential in correspoiMionce/ ' 

Wholesole Branch, 

The Wholesale branch of Marshall Field & Co, is 
kept separate and distinct from the great retail 
branch, and the two organizations regard each other 
very much as totally different concerns, although 
the general management is, of course, one. 

In this branch the incoming mail is classified hy 
a bureau of boys who are selected for this work on 
account of their long experience and general knowl- 
edge of the store. These boys open all letters and 
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obtain onongh information from each to determine 
in what department it is to be handled; it is llien 
taken there and pWed in a re^^eiving basket to await 
attention. Letters referring to merchandise, "spe- 
cial-price offerings," etc., are sent to the buyer of 
the particular department where the goods men- 
tioned are liandlcd, to be answered by him» Letters 
from customers desiring credit are sent to the credit 
manager, Eemittances are, of conrse, sent to the 
cashier* 

Letters from salesmen go to the sales manager. 
All correspondence between the house and traveling 
aalesmen ia handled by the sales manager and his 
assistants. The routing of the men is done in thi.« 
department, and each man sends in to the sales 
manager his daily report of work on the road. 

There ia little or no attempt to harmonize the tone 
of letters emanating from tlie various departments 
of this store. Evsry man who handles correspond- 
ence is supposed to be Fumiliar with the subject 
matter in hand, and it is up to him to use his own 
judgment. The individuality of the writer of fi 
letter is sometimes more effective than any ]X)lifl}i 
which the house might afterwards put onto the let- 



242 



MOUERS BUSINESS OOBHEfiPQKDEHCE 



ter, and employes m this branch are allowed to ex- 
press themselves in their own way without criticism 
from the house. 

The main points which should cover all corre- 
spondence are, a strictly accurate statement of all 
matters handled; the construction should be as sim- 
ple as possible; and there should be absolutely no 
delay in responding to a letter. Letters are an- 
swered the same day received. If tlie information 
asked for is not at hand at the moment the letter 
is received, the correspondent is notified of this fact 
and informed at wiml future date it may be expected. 
In tbe latter instance the stenographer places the 
customer's letter and copy of our answer in a file 
under the date corresponding with that indicated in 
the answer. 

There are no Bpeeial features to the collection 
nnd credit correspondence. The time of collection 
is stated when the goods are purchased, and the 
credit a man is entitled to is readily ascertained 
by the credit man before purchase^ are made. No 
slateraents are ever rendered other than the original 
bill of sale. All statements received are destroyed 
at once unless they refer to an unsettled claim in a 
month i)revions to that in which they are received. 
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Outgoing; mail is dictated to ^tsnograpbsrs lo- 
cated ia the various departments. The eignature to 
all letters is that of the house, together with the 
name of the writer, both typewritten. Th© letters 
are stumped, sealed and placed in baskets from 
\rhicU they are taken to the postoffice regularly by 
hoys. 

Porm letters arc sent out every week by the ad- 
vertising department. The method adopted is to 
direct attention to the merchandise in some one 
department in each letter. This system is found 
to be very satisfactor>- and productive of excellent 
results, Tt keeps the house constantly before the 
merchant and by covering the various lines in this 
way you are certain, eventually, to bring before hira 
a line of goods he is interested in. 

Aside from the form letters, catalogues are sent 
out to retailers in the spring and fall. These are 
compiled in elahornte style aud bring good results. 
They are sent out just previous to the departure of 
the road men. No other follow-up system is used. 

The rule in regard to letters of conciliation ia to 
tell the truth and aet promptly in acknowledging a 
mistake, if one has occurred. Impress your corre 
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spOTid^nt with ,voui" honesty of purpose, and place the 
blame at once where it rightfully belongs, 

John V. Parwellj & Co., 
WJtolesah Merchandising. 

All incoming mall addressed to the firm is de- 
livered to the cashier's office. After remittances 
have been extracted all letters are turned over to 
the credit department, and are scrutinized by the 
manager or his assistants. The letters are thea 
sorted according to the territory in which they be- 
long, and distributed to the general salesmen. Ter- 
ritories are made up by grouping cities and 
towns adjacent to each other, ooverinp: more or IfiBfl 
extensive area. A general salesman is placed 
at the head of each territory and he, vrith hia ae- 
nsifitants. looka after the customers and promotion 
of new business. 

Ijctters from road salesmen relating to questions 
on certain classes of merchandise are sent to the buy- 
era of the goods nieutioned. All outgoing mail is 
dictated to stenographers. Letters, when completed, 
are inspected and signed by the author 

The special point which makes for accuracy is that 
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each employe baodling correapondence is thoroughly 
familiar with all the details covering the matter in 
question, and in the case of the general salesman 
there is the additional advantage of a personal ac- 
(juaintanet? with the correspondent. Regular Irips 
covering the entire territory managed by the general 
salesman are made at eertain intervals for the pur- 
pose of forming and fostering acquaintanceship of 
the retail dry goods merchants. Personal acquaint- 
ance wiili the correspondent is considered one of the 
most important factors whioli make for the effective- 
ness of busiaeas letters. 

Each general salesman has one or more assist- 
ants. They are usually clerks who have served in 
other capacities and are promoted to the position 
of assistants because they have displayed an apti- 
tude which would signify ability and experience suf- 
ficient to make good in that department These as- 
sistants are soon started in correspondence under the 
aupervi^inn of the general salesman, who persistently 
criticises them on mistakes in grammatical expres- 
sion, etc.» and while they are instructed to be as hrief 
aa IB consistent with the matters in hand, it is also 
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made imperative that they cover the ground in as 

eompreliensivo a mauner as possible, 

Form-ietterG, embodying the above priocipleSt are 
given the new assistantp, not with the idea that they 
should follow them literally, but as cxamplenS of eor- 
pect methods. Such forms they can study at their 
leisure, and it h expected that they will be absorbed 
and serve their purpose without detracting from the 
writer's own individuality of expression. 

* ' The decalogue governing our correspondence may 
be laid down as follows,'' said Mr. F. P- Ferry, su- 
perintendent of John V. Farwell & Co.: "Thor- 
ouffhnt'ss, which will demonstrate to the reeipR'iit iif 
Uie letter the writer's complete mast*^ry of the auh- 
je<?t under consideration; conciseness, but witlial 
conveying comprehensive statemenls down to the 
minutest details without unnecessary elaboration; 
truthfulness, which will establish the writer's ver- 
acity and cause the retailer to place the utmost 
confidence in all statements made by the writer; and 
promptnean, whrih will convey to customers, large 
and i^matl, lbL> impression that you consider their 
busiticsi? of suflieient importance to attract your im- 
mediate attention. 
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"Added to those principles, grammatical esprea- 
sion IS an important feature; and great care should 
be taken to obviate double meaniugs and vagueness. 

'*The eorreapoodeoce here is Laodled, for the mosl 
part, by employes who have passed through certain 
well-defined stages of business experience with the 
firm; and as their early coaching has been practically 
the same there is a pertain unity of style among thom. 
There is concerted harmony so far as the underlying 
principles are concerned, although the application of 
the same is left to the originality of the writer." 

Jobbers are tn the position of seeking the favor 
of the retail trade, and are essentially the servants 
of the retail merchant. This point must be borne in 
mind in correspondence with the customer, and no 
matter how unreasonable a merchant may be in his 
demand, it must be met in a spirit of politeness and 
fairness to all concerned. 

Traveling salesmen send in a weekly report of 
their work on the road. All such rei»orts and letters 
pass the scrutiny of the credit man, and those re-. 
cei^TUg his 0. K, are then sorted, as explained 
before, and turned over to the general salesmen. 
The movements of the men and results of their 
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work are reported lo the sales maoager, and he dic- 
tates letters snggestiDg methods wLith, in hia judg- 
ment, will facilitate the success of the ^aletsmao and 
encourage him to further efforts. 

This firm has uq definite system in aeodiug out 
form letters, but they are used to a considerable es- 
teut. In some instances where new novelties in 
dress goods are received, form letters are arranged 
to cover this partionlar line, and samples of the 
goods are enclosed. At other times letters are sent 
to retailers suggesting new methods of advertising 
their stock, so as to attract the attention of the 
consumers to the line of goods which are the most 
likely to draw trade to the store. Letters on win- 
(low dressing are sent from time to time, or when- 
ever anything specially meritorious presents itself- 
Esperience has proven that circular letters which 
contain vahmblc helps to the retail merchant bring 
the beet results in opening up a correspondence— 
which eventually brings trade to the jobber. 

The general salesmen are constantly on the alert 
to promote and expand the trade in their various 
territories. Daily reports are received regarding 
changes in firms or opening of new stores. News- 
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paper clippings covering this field are aUo received 
and letters are at oace dispatched to all prospective 
customerB. 

Letters relating to credit and collections must be 
written with a knowledge of the eondilione of the 
trade where the merchant has his place of business. 
Diplomacy must be used in letters of inquiry as to a 
man's general character, so as to bring out only the 
facts necessary as a base for the establishmeDt of 
credit. 

Collection letters must be prompt and decisive and 
eo worded as to call for an immediate response from 
a coetomer where an account is overdue. 

Aside from the form letters, general salesmen are 
continually following up the traveling men with per- 
sonal letters, not in any systematic way, but as oc- 
casion may suggest. Letters from prospective cus- 
tomers making price inquiries, are followed up by 
the road men, and a personal visit is made sooner or 
later by the general salesman. 

It 19 a mistake in follow-up work sending letters 
at too frequent intervale to customers who show no 
disposition to respond. Sach people are apt to form 
the habit of consigning every letter to the waste- 
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basket without perusal. It is considered best to 
send form letters to sucb only when they eoBtain 
sometliing af uiiuaual merit for the benefit of the 
retailer. 

We take the ^otrnd that *'to err is humane" and 
when mistakes are found to be on us, prompt ae- 
knowledprnent is made. When they are on the other 
follow wc adopt the same principle, and endeavor 
to bring about amiable settlements without impug- 
ning the best of intentioBB. 

The Boston StorSf 
Chicago. 

''The bufiinoee methods adopted in this store prac- 
tically do away with the necessity for correspoad- 
ence,'' said Henry G. Hart, manager of the Boston 
Store. '*Our trade is handled on a strictly cash 
basis. We pay cash for all the merchandise pur- 
chased, and our terms are cash for all goods sold. 

"'The bookkeeping department, while important, 
occupies a very insignificant space in one comer of 
the fifth floor, and is handled by one expert account- 
ant with a few assistants. 

"The matter of correspondence cuts little figiire 
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with us in the department store. Wc have a mail 
order honse, however, whioh is a separate institu- 
tion. The methods need there to secure trade arc 
practically the same ae those adopted by other 
houses of like character." 

Siegel, Cooper £ Co,, 
Chicago. 

"All letters which are necessary to ho written in 
the regular routine of our business are dictated by 
the head of the department with which the matter 
may be concerted, except in the case of complaints/' 
said I. Klein, vice-president of the bouse. '*Such 
letters are sent to the Adjusting Bureau, where thf 
complaintt of whatever nature, i.s thoroughly inve:^'- 
ti^ated, The customer is promptly written to and 
every effort is made to adjust all differences in a 
satisfactory manner. 

"We endeavor to employ people in the Adjusting 
Bureau who have had experience in correspondence 
and know how to write letters which will have the 
desired effect. All correspondence relating to charge 
aeeounts, other than complaints regarding merchant 
dise, are attended to by the employes in the credit 
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office. The buyers io the various lines of goods do 
Bll the necessary correspondence in connection with 
this braoi^h of the buMness.'* 



Corson, Pirie, Scott £ Co., 
Chicago, 

This firm has a mail department where all letters 
ere kept on file, and the incoming letters are opened 
and distributed from this department. A record is 
made in a loose leaf book of the name and address 
of each correspondent, and a brief summary of the 
contents of his or her letter. The pages of the book 
beini^ numbered, the same nmnber is put on the let- 
ter copied and the letter sent to the head of the de- 
partment concerned. 

Letters are ansivered direct from the various de* 
partments, but the letters and copies of the anevcrs 
are returned to the mail department, where the dis- 
position of the matter is also marked into the loose 
leaf book on the same page »s the original entry. 

The only effort made to maintain a high standard 
of excellence is the scrutiny by the mail department 
of each letter sect otit. Flagrant mistakes in gram- 
mar, or letters written in ambi^ous terms, are re- 
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ferred to the management who take thein up with the 
employe re.sponsible. 

Correspondence is never resorted ta unless our 
efforts to have the customer call at the store fall. 
Complaints are handled by the Adjusting Bureaii. 
No instrnctiona are given to the heads of depart- 
ments as to the way letters mn^^t be written, but if 
GorrespondeDce is not conducted in a satisfactory 
maimer the persons reeponalble are criticised by the 
management 

Rothschild d Company, 
Chicago. 

'*"We are very particular to have correspondence 
leave our store in good shape, '^ said H. M. Sam- 
son, manager of Rolhachild & Company, ''and in 
order to make this point we have established a sort 
of censorship in my department. Here all letters 
sent out by the various dcpartmcntB are looked over 
and any mistakes in grammatica! expression or lack 
of courted are corrected.'' 
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PECULIARITIES OF BANKING CORRE- 
SPONDENCE. 

N twit lis tanding the fact that any corrcftpoudence 
which a haDking instilutioD would be called upon to 
transact would be of the most exacting and delib- 
erate character, still, proportionately, as great a part 
of a bank's work is done today without the scrutiny 
of those high in authority as in any other line of 
business. And most of this is done by young men, 
scarcely more than youths. 

A generation ago the business ability of a banker 
who would have entrustef] any essential part of his 
work to a suhordinate would have been seriously 
questioned. lie did all the work himself, with his 
own hands, and there was a sort of supersensitive 
feeling that all except the most menial details of the 
busbaess required the imprint of the proprietor's in- 
dividuality. But if any part of the routine work 
was to he delegated it was put Into the hands of the 
oldest men in the concern. The copying of letters, 
wliHi would now be done by boys, if not by a mere 
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slip of a girl, was then [jerformed with jealous zeal 
by a clerk with gray haira and a beard, Tlic tLior- 
roughness and aceuraey of young men was distrusted 
and the banker even wrote out liis business letters 
with his own pen. 

Today things are decidedly different. In a mod- 
ern bank by far the greater part of the work is done 
without the attention or even the precise knowledge 
of any of the ofSeials — muoh of it even being done 
mechanically by aubordinates in a way which might 
appear to the uninitiatod to be careless and hap- 
hazard, but which, in reality, is as proof against 
error and fraud as if done in the handwriting of the 
president. 

With reference to the methods by which the work 
in a modem bank is accomplished, the detail work 
divides itself into three classes: the official, the rou- 
tine and the meehanieal. And correspondence, lie- 
ing a part of the detail work, is classified in pre- 
cisely the same way. 

To discuss these classes in tlieir order, the first 
mentioned is that correspondence which la of such 
moment and of such nnnsua! cljiiracter that none but 
an official of the Institution mav be entrusted with 
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its di£cliarge, and which, for various reasons, will 
reqairo tbc aetaal signature of an ofSeial. There are 
in all lines of buBiness certain things which stand 
out by themselves from the routine of the office and 
which cannot be handled in the usual way. These 
are official matters, and while insigniScant in volnme 
to the balance of the work done in a bank, are the 
only things which receive the attention which all 
work received sisty years ago. For example, a cer- 
tain skill and authority is called for in the corres- 
pondence during a panic, or when cash payments for 
some reason are reatricted. Another case is where 
some person of high Atauding addresses his letter 
to an official direct, and anything less than a per- 
sonally dictated letter would not suffice, 

The second class mentioned above is the regular 
routine correspondenne of the ofBce- It consists of 
answering and handling such letters as mnst have 
personal atteotion in some measure, and yet are not 
BO important as to require the attention of an of- 
ficial. These letters cover inquiries about the stand- 
ing of people and the answers to inquiries from oth- 
ers ; letters regarding the opening of accounts ; stat- 
ing tenuis for collection ; asking a ehauge of arrange- 
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meota ; and applications for loans and the auswera 
thereto. There are all sorts of inquiries in regard 
to general conditions of commercial prosperity, and 
sometimes legal questions. These are all answered 
by the heads of the various departments to which 
they are distributed. 

The third class of correspondent* — ^which is also 
last in order of adoption by the busioeas world — 
consists in the filliag out of blank fonufi printed for 
the purpose. These forms are of all sizes and shapes 
and bear no signature or address. They are not 
even arranged in the form of a letter. 

'*Wliy should these be regarded as letters, thent" 
the reader may ask. "They are at best only tokens 
that something has been done, and not correspond- 
ence." 

But the banker will answer you with a cnunter- 
cjuestion: ''Do they not lake the place of letters 
that, a century ago, were handwritten and of f^veai 
volumes of letters five or ten years ago that were 
typewritten?" 

In the earlier days letters were all written out by 
hand and nil business intelligence that was tranamit- 
ted was transmitted by letter. Letters were all labo- 
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rioufily copied in books and indexed and the books 
filed away. TLere was but one class of correspond- 
eace then. Sioc^, there has been a slow but certain 
development always tending towards simpler, more 
effective, time-saving and labor-saving methods. In- 
stead of writing all letters manually typewrhing 
came into vogue; and the writing was delegated to 
subordinates. There were two classes. Then in- 
stead of subordinates writing a letter for every com- 
munication forms were brought into use; at first in 
the shape of a letter with the usual address at the 
top and a polite phrase at the bottom. Then the 
outward forma of a letter were done away with so 
that now there are throe classes. We have for this 
third class, for a multitude of transactions, a simple 
sheet of paper which states its object without cere- 
mony, generally with certain icstructionB printed 
at the bottom concerning: the particular subject 
treated on. 

For instance: a check is sent to the bank. No 
letter is enclosed with it. It is not even indorsed in 
handwriting. In the place of indorsement the check 
is stamped with a rubber stamp as follows: "For 
Deposit in The First National Bank to the credit of 
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Johc Jones." Enclosed with the obeck will be two 
slips of paper — printed forms — with the name of the 
bank at the top, as follows: ''Deposited wilh The 
First National Bank for account of John Jones, Sep- 
tember 30, 1908," and below that will bo typewritten 
by the sender: *Theck $75.00/' This slip is made 
ont in duplicate and both copies enclo&edi so that 
the receiving teller merely stamps the name of the 
bank on the duplicate copy with a mbber stamp and 
returns it for receipt. This oven does away with 
remittance books. There are different forms of these 
remittance slips; one for remittaneea for collectiont 
such as checks, drafts, notes, etc,; and the other 
for remittances for credit, such as silver and paper 
money. 

But these "deposit slips" are only one instance 
of how forms are made to take the place of letters- 
There are perhapfi a hundred different forms used 
iu a similar way. There are quite a number in the 
Foreign Department, others in the Collection Depart- 
ment, and still others in the Remittance Department. 
There are forms for forwarding notes to other 
banks, forma adviBing receipt of collaterals and ex- 
chaoge of collaterals and return of collaterals, also 
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forms for reporting malnrity of ooles as collateral, 
and forms for many other things. The great city 
banks handle thousands of letters a day, and by such 
devices as form letters do it easier and in a more 
thorough manner than the old lime banks handled 
their dozens and scofcs of letters. 

Now, the bulk of the letters that come to a bank, 
as far aa they cover routine business, never reach the 
eye of the officers. They are at once distribnted 
to the several departments. There is a force that 
opens letters and a force that distributes them. Clear- 
ing items for collections and returns, reports on col- 
lections, reports on the various transactions that 
come up in the regular course of hanking are all dis- 
tributed acd handled by the departments in their or- 
dinary routine of work. 

Anything outside of that which may reqiiirft 
special attention or special thought goes to some of- 
ficer for his consideration and he may then handle 
it himself or pass it back again to a suhordinate, as 
he may see fit. In some of the larger banka there 
Jias been a stiil further development In the mech- 
anism of handling correspondence, A specialist in 
correspondence having a staff of stenographers of 
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his own not only bandies the eapccially difficult mat- 
tera in that line, but censors the correspondence 
which the heads of the various departments transact. 
To him are referred all matters which require dip- 
lomatic or particniarly vigorous and cautious han- 
dling, and there are many of these. 

Jt is one of the cardiual points of banking cor- 
respoodence to guard against implied or expressed 
responsibility. A bank may be held strictly respon- 
sible for what it says, as well as for what it does, and 
the careful letter-writer in a bank will instinctively 
word his letters with this fact in mind. It is the 
subconscious idea which permeates all corresjjond- 
ence and DAMAGES la the spectre which stands be- 
hind the bank correspondent's chair perpetually. 

For instance, in reporting adversely ou the stand- 
ing of a firm it is neither prudent nor necessary to 
say that *'Mr. Blank'y credit is worthless and we 
would advise you to have nothing to da with him," 
That would be injurious to the reputation of Mr. 
Blankj and the evidence against the bank is written 
and therefore permanent. The spoken word is soon 
forgotten, but what is wrilien remains and may come 
up — perhaps in a lawsuit — ten years lalen A banker 
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will not indict liimseU in such h reckless way as 
that; he will give an evasive answer. To the cau- 
tious man an evasive answer by a bank ib as good 
as a turndown. The banker will say; "I would 
rather not recommend this paper/^ meaniDg a note 
on Mr. Blank. This would mean that the paper is 
not worth two cents. Anything more bold might be 
the basis of a claim for damages against the hank. 

Another example : here is q man who is ia a profit- 
able business but who has begun to drink and caroaeo 
around, and someone in another city writes a bank 
here for reference. Tbe bank would reply: *'We 
do not consider the moral risk in this case as high 
aa might be desired." Still another example: in all 
cases when information or advice is given the banker 
will disown all legal responsibility by a line, at the 
close of his letter, similar lo the following: **This, 
of course^ without any responsibility on our part," 
It comes in many times when reporting the stand- 
ing of a party; in all that is reported on tbe char- 
acter of an investment or security; and in other 
cases where inquiries are answered. 

In a certain cage the uther day a business mnrv 
wrote a bank about Mr, B. whose paper was conlem- 
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plated. The bank'a reply was: *'We do not enter- 
tain the same oinnioo about this paper that we for- 
merly did.^' The man did not buy Mr B/s paper 
and later the bank received a letter of thanks from 
the bnsicess man stating; that its hint had saved him 
from being a creditor of the defunct concern of Mr. B, 

L Nowadays a bank officer has many demands made 
upon him. He mnat be as suave in his intercourse 
with men as a Chesterfield; must have the gift of 
nriting letters, and be a diplomat, and even in addi- 
tion to that there are other demands. He must be 
Ale, at a banker's convention, to address those pres- 
ent in a clear and able manuer^ but alxive all he 
must be a g;ood letter-writer, because a great deal 
of the business of today is done by correspondence^ 
For example, in the morning mail a letter may 
be received asking; "Do you believe that business 
is going to be decidedly better after the elet^tion?" 
That cornea frequently. Another man says: '^TTow 
do you regard the plan of Bryan in regard to bank 
deposits?" During the panic the people down in 
the country ^'wanted to know." They read tile 
newspaper reports and opinions of conditions but 
they do not know how truly they reflect the real sit- 
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uatlonr so tliey write to us und expect inside facte. 
TJsuaily they get them. In a way they have a right 
tu theui hut it la tiot always Incumbent on iib to 
give sueh inforiQation. 

A refusal on our part to comply is always cou(.*heii 
in tlie most courteous terms. The more decisive the 
refusal the more courteous is the reply. Of course 
the personal equatlcn must always be considered. 

In times of great financial stress there are let- 
ters to be handled which are anything but consid- 
erate iu tone. Absurd demanda will Bometimes be 
made by people in their excitement which might 
seem to warrant hot replies. But iu well-managed 
banks the answers to such letters are always cour- 
teous. Even threatening letters must be answered 
in a conciliatory spirit; but they may and should 
be answered briefly and to the point. Do not of 
course let the subject suffer on account of brevity, 
but the only thing to be gained by the writing of a 
very long letter would be the mere impression of 
length which might indicate^ possibly, that the writer 
took the matter seriously and was giving particular 
care to the individual case. There is more to be lost 
than gained. Multiplicity of words gives opporton- 
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ity for the misconstnietioii o£ aoraelUiug that is said. 
This was true to a greater extent in former times 
than now, however. The typewriter has wrought 
many changes in the style of correspondence, "We 
can be more explicit and write more at length in 
print li>ecauBe we see what we have written, and we 
flee it in cold type after it is written. "We have a 
better anrvey than we have in the scrawly hand- 
writing; therefore we can group thmgs better— we 
can arrange our ideas more clearly. 

One man will write long letters where another 
would write short letters; another will always write 
briskly while fitill others will always write in a con- 
ciliatory tone. The answers to such letters may 
vary slightly from the writer's usual stj'le toward 
the style of the man written to and perhaps be 
better understood. 

The tone of the letter to some extent depends also 
on the position of the man who writes it. The presi- 
dent of a bank may with propriety be more out- 
spoken than the cashier or BssLstant cashier because, 
coming from him^ it is received with a stronger de- 
gree of allowance than when it comes from a minor 
officer. It carries with it a tone of authority. So 
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ELot only the nmn to whom the letter is addresaed* 
but aJso the man who ia doing the writing:, mnat be 
considered. 

It is seldom good policy in any line of business 
to write a letter while angry. The judicious busi- 
ness man will, when hia feelings are running at too 
high a pitch, lay a letter aside and answer it the 
following day. After it is written, if he finds it 
still too strong he again puts it away. Procraatina- 
tioD may be a thief of time, but it is also true that 
discretion is the better part of valor. It is certainly 
not discreet to put the emotions of the moment into 
Buch a permanent form as print, which may be 
brought up at a future time as damaging evidence 
against one. Mentally speaking, every oorreepon- 
dent should have on his desk the precept, "A Boft 
answer turneth away wrath." Even when the let- 
ter one is answering (toctains offensive terms, re- 
buke the man^ if at all, in a dignified way. It will 
go much deeper than otherwise and is more com- 
patible with the high position which a bank claims 
in the esteem of the puhlie. A slight vein of irony 
may not be misplaced In resenting something that 
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a correspondent lias said in his letter to you, but 
sarcasm must not be too pronounced. 

It may be said with equal seriousness that humor 
IB seldom appropriate in a business letter. IE one 
tries to be funny he should keep himself safety 
Tvithin the lines of good taste. A very little humor 
is sometimes effective, however, when carefully tem- 
pered down- 
To express the degree of intimacy in a letter is 
one of the fine points of correspondence. Often with 
people that you know well and that will not take it 
amisa, a gentle slang phrase now and then is very 
effective, but you must know where to apply It. 

There are many shades of meaning expressed in 
the various ojiening salutations in g**Deral use. TTow 
few people there are who appreciate the fact that 
the address, **My dear Mr. Smith," is far more 
formal and less intimate than "Dear Mr. Smith'', 
A good closing for an official letter, wliich means 
a letter out of the ordinary, is, "Very courteously." 
In letters where a more personal tone is touched it 
maybe "Sincerely yours." There are so many ways 
that no attempt is made here to enumerate them 
all — merely several of the most acceptable. 
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The best bank correspondent the writer has ever 
been ac<|DamtGd witb be met in one of the great 
banks of London. The one elemect of his letters 
which stood out In prominent relief from all the rest 
was his refiiiGd politeoes!). Hand in band with that 
politeness, every feature of his letters was brought 
out with an unusual clearness and elegauee of ex- 
pression. His closing salutation in most letters was ; 
*'I remain, gentlemen, yours faithfully." 

There are certain letters in business correspond- 
ence of a personal nature that should be written 
manually. Letters of condolence and otber letters 
of an intimate nature have a much better effect if 
they appear in the liaudwriting of the man who 
sends them, although in later years that feeling has 
to a great extent diminished. We are now writing 
many letters with the aid of a machine that for- 
merly we would have written by hand. 

It is true where sad events like the death of an 
ofOcer, a serious accident, or destruction of a bank 
by fire, should be recognized and made the subject 
of a letter. Some years ago when a crank exploded 
a bomb in the office of a Philadelphia bank, dispatches 
of condolence were sent. One requirement in good 
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bnsmess correspondence is that indefinable thing 
which we call tact. It is something that cannot be 
taught. It must be inborn, and it must be exercised 
far more acutely in correspondence than in per- 
sonal contact because there is no twinkle of the eye 
to modify ttie meaning. 
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LETTERS TO CONSUMERS. 



Campaigniiij^ for business is the first task to 
which a retail house applies its energies — and its 
efforts are euc^^essfnl in proportion as this '^push- 
iBg for new business" ie consiatenlly and ineee- 
santly followed. The sales of a retailer are usually 
small sales, and his margins of profit narrow. He 
must make many sales and wrap up irmumerable 
package in order to realize the amoimt of profit 
that a wholesale merchant or jobber would make on 
a single deal. And it all simmers down 1o tvro 
things: get the patronage, and bold it. To get the 
patronage be must resort to several methods, one 
of the most effective of which ie circular lettera 
personally addressed. 

Manj retailers in large and small towns make a 
practlee of writing postal raids to their castomers 
whenever a new line of goods arrives. One con- 
cern in ladies' furnishings, with a Prenrh name and 
a repntaHon for high prices, adopted this method 
with excellent resnlta. The management always 
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k^pt one line of goods to sell at bargain prices, and 
wrote postal cards to individuals announcing it. 
For Instance, while the general stock of goods kept 
were higher In price than ordinary, and the average 
person knew it and kept away^ a quantity of French 
gloves wonld be procured anci retailed at a very low 
price. Before this stock of gloves wonld arrive 
post cards would be sent to prospective customers 
as follows: 

"Dear Madam; 

We beg to inform you in advance that 
our annua] sale of Real French Kid gloves, 
at 50 ctg, a pair, takes place Friday, Oct. 
2, '08. 

To insure a choice selection we snggest 
that yon make your purchases early on 
that day. 

Very Respectfully, 

Hki^fii Beacchamp." 



The astonishingly low price quoted, probably the 
cost price, would convey to the addressee the idea 
that the Beauchamp store might not be so high- 
priced after all, and, once she made a call there. 
the management left no stone unturned to get ac- 
quainted and make an impression that would go Far 
toward inducing the timid purchaser to come again. 
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foi US the name of * Chicago's Economy 

Center/ 

In this connection permit as to call your 
attention to our newly installed telephone 
order dGpartraent. This department is in 
charge of competent house shoppers, whose 
duty it is to satisfy vour ever>" want, thus 
snabJing our ehfirp;G patrons to shop by 
'phone with i»erfect safety. 

We feel that these manifest advantages 
should appeal to you and result in this 
store receiving your valued orders with 
much greater frequency. 

Trusting you will consider ua at your 
ser\'ice we remain, 

Very Truly Yours, 
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In the case of retail grocers, who are seldom qual- 
ified for or inclined to the writing of businei^s-get- 
ting letters, the wholesale houses from whom they 
buy frequently get out letters and mail them to cus- 
tomers, lists of whom are furniahed by the retailer. 
To illustrate, the style and whole plan of campaign 
followed by wholesale grocers to secure trade 
on a given article, we can hardly do better than 
quote a full line of examples, which happen to be on 
coffee. 

To insure a thorough reading such letters muat 
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be LngQnon&Iy wriccoi. ami if they Are iiffhu'OlTj 
intenstni^ bi attract ch^ &rtaitioa oj the bor or 
girl LD. thie heme^ if Ciltqwil a^ode by the hoieevife 
wiii> may be busy wi& odter things* ^ zsaclt th^ 
beoer, Th^y ire anldnseed p«F«oiiaIIy aad resem- 
bie in appearance a p^r^onally fetated !ett^. 

T!ie wnar of rfii* character of letters most use 
^ biff :trs m impre^ nptm the reader the name of 
cae braziii ct p^ods. and wakst die oopre^on so clear 
ami -rbrid chac it vul rsnaia w^ the rcado^ of the 
jjcer. The fir^t parazrafh. of die ?ee«id letter is 
a good LUiistratioii of wbat i3 meant t^ this. 

1. 
Pear !Madaiii: — 

We want one minote of your tiroe — and 
will jay for it at the rate of $UM a year» 
ftf a day. ^oty oeac^ an boor, one cent a 
lUtnQie. That'^ fair, isn't itT 

What we want of this short-time service 
frvai yoa is the tnresti^tion of onr Wish- 
K'»ne Coffee, This ooffee is a marvel of the 
vvcfee-biender's art. It has all the qualities 
».vf :» \-ery expettsive coffee — exquisite 
arvnuA, iKvx-aoy of flavi>r and a "body** that 
SsHti^^ More than this, it is alurays the 
^.^v(:r^ The ^itu*ity never flnotnates- Ton 
kuow >A^Ai YOU aiv ffettiaiT every time yon 
^\Hrry hi.\r.o a ^^il of v»nr Wishbone brand, 

tt^N*uso it lit sealed in air-tight pails just 
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as it comes Frnm the roaster, its rJelirate 
bouquet is always rotalued and is never 
vitiated or tainted by foreign smells and 
flavors — as are al] **bulk" or loosely packed 
coffees. 

There are 4Vi; pounds uet of t-offee in 
every pail of Wishbone — and the pail itself 
would eost you 15 eents. You get llie coffee 
Mnd llif* pail for $1. Altbougli we have con- 
sisteuHy guaranteed this cotTee, we have 
liever been called upon to pay back any 
money. If, however, you are not perfet^tly 
satisfied, your money will be refunded for 
return of goods lo your groeer. 

The plaiii fact is that "Wishbone Coffee 
is universally satisfactory. Never, in all 
our long experience of nearly fifty years 
selling- coffee, have we ever hnntJIeci a (roffee 
that approached Wishbone in the uniform- 
ity with which it has delighted the taste of 
discriminating coffee drinkers. Its deli- 
cious qualities prove themselves in the eop. 
That's \rhere Wishbone wins the favor of 
the people. 

Have you tried it? If not» you have lost 
an opportunity; and if you have, you need 
no argument for keeping up your acquaint- 
ance with this happy blend- 
Believe U3, 

Tour faithful servants, 



Dear Maciam:— 

The other day a good friend asked us 
why we call our star brand of coffee 
AYISHBONE. A fair question, and easy 
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to answer! Simply l>oeanRe there le eom©- 

thing about the word WisVihone that sng- 
gOBls pleasant aflsociation^*, a focling: of 
whole-souled satlsfaotion of thankfulness 
for that which ''goes to the right spot" and 
leaves nothing to be desired 1 

Isn't \hi\i in line with yonr own "Wish- 
bone associationsT* Doesn't the very word 
eall up happy memories and the feeling of 
^'fullness and eonteiit f*' Ofeourae! Then 
the only question is; Does the coffee give 
the same feeling of wholesome satisfaction 
and content that is aesociated with the 
Wishbone of the other sortT 

"We think it does. Hundreds of discrim- 
inaliriff <'ofFoe drinki^r^ tell oar enstomers 
that the brand is tip to the full standard of 
the best Wishbone traditions. But what we 
want ifl an expreB^sion of vour personal 
opinion on this score. 

Mr , the giwer in your city, 

htts s|wkpii ver>' highly of yonr rliscernineDt 
in the choice of good coffees, and therefore 
we urge you to write ue a line^ telling us 
what yon think of the Wi^l^bonft coffee- 
This effort will require but a few moments 
of your time, and we assure yon the espres- 
fiion of yonr views will be highly valued and 
greatly appreciated. We hardly know just 
how we can "get even*' with yon for this 
favor, but be snre we shall be glad to recip- 
rocate in some way. 

Of course we want an opinion based on 
actual test. Snap judgments on hearsay 
evidence will not help ns in this investiga- 
tion, but if yon will buy a pail of Wishbone 
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coffee, brew it very carefully, and then 
write us of your impressions, we shall be 
disappointed if you do not say it's the real 
Wishbone Article, 

Sincerely, 

Dear Afadam: — 

In our recent letter w^ Ewnitted to ask if 
von ground your ooffet? as you used it. 
That's the real way to get the full bouquet 
of the blend. 

With loosely packed or *Muilk" coffees 
this would not make much difference, for 
the original aroma of such coffees has not 
only escaped, but foreign odors have also 
been absorbed. 

But with our Wishbone brand it la differ- 
ent. The air-tight package has perfectly 
retained the delicious aroma of the blend 
and has perfected it from taint and contam- 
ination of foreign odors, 

A little hand mill costs hut a eman sum, 
and with hermetically scaled Wishbone cof- 
fee, ground as it is needed for immediate 
use, the rpsolt is idea!. Ton have the full 
force of all the exquisite aroma or flavor 
that it had at the moment of roasting. 

This blend of coffee is so liappy and for- 
tunate that it can scarcely be improved, ex- 
cepting by grinding it fresh for eaeli meal 
Try the coffee, any way, and if |"rt>ssible. 
profit by our suggestions if yon put them 
into ]»ractice. The grower of your nity who 
bandies Wishbone coffee will confirm this 
statement. Just ask him and 3ec» 
Yours sincerely, 
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4. 

I>ear Madam;— 

We Lave faith in Iiumanitj . That's why 
wc believe you arc wiiliug to let your 
neighijors and friends know about a really 
good thing that baa como under your own 
personal observation. 

And, agHin, that's why we feel you are 
willing to '*puflh a good thing along" by 
writing us just what you think of our fa- 
vorite WtKhhon^ Coffee. Vou rem*^ml»r 
we wrote you about tJiis before. The fact 
that you have not giv^n us the result of 
your experieuee with this [lojnilar blend of 
raediuin-priced c*>ffee is not attributed to 
any unwillingn*^ss on your part to givg the 
public the benefit of your opinion, but 
ratli(fT to the demand upon your time 
and attention. 

But, now that you see how you ean serve 
the interests of your neighbors and friends 
by expressing yourself on this subject, we 
believe you will ^^heerfully respond with a 
brief letter. As they say in dass meeting? 
**Oive in your teatimony, that others may 
be blessed by your exporienco," 

What do others say about itt Simply 
this: That Wishbone coffee is always the 
same; that it has a riohnejis of flavor, a 
delieary of aroma and '^filling quality" 
that heretofore has been unattninable save 
in the itiost expensive brands— the t'olT*^es 
so high in price as to be extrflvngantly 
beyond the reach of the family of average 
mean». 

Mr J Grocer, of your city, 
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lias this coffee. If you bave not already 
secured a can of thia exquisite blend, do so 
without delay, and you wil! tJiank us for 
tile suggestiuD. Then jmt us gd tlie list of 
your personal friecda by writing ua the re- 
sults of your investigation. 

Thanking: you in advance for this kind 
favor, we are, 

Truly aud gratefully yours. 



P. S, Wishbone totTee (?omes In 41^- 
pound, net, tin pails, and coats only $1, The 
cans are hermetically sealed and the cof- 
fee is aH fresh and aromatic as on the day 
it was roasted. 

5. 
Dear Madam: — 

There is just one thing we forgot to 
mention in our former letters about Wish- 
bone tioffee. That is the matter of price. 

Of course, this cuts a considerable figure 
with people who live prudently — and the 
best (customers any grocer can have are 
those who do. 

One can of Wishbone costs the eonaumer 
only $1.00, and it cont^iina iUj ixmnds of 
coffee. That makes the price 22 cents a 
pound- 
There are cheaper coffees than this — 
many of them — and those that are higher 
in price. But our experience with the 
Wishbone brand is that its price is within 
reach of all who know what quality in cof- 
fee means; and at the f>ame lime we have 
never been able to find a coffee for any- 
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Yon will agree tliat these tliree points 
are well taken if you put the statement to 
proof by trying it in your Lome, Get a can 
from your grocer {who asked us to call 
your attentioa to it). 

Then, if you like it^ write to us and tell 
na so. And if you don't like it, write ua 
your criticism. Write aDyway, and write 
frankly. 

This will be some little trouble, but we 
will try to get even with you by sending a 
sample of soioethmg that goes under the 
name of ""Wedding Ring" — something that 
you will like. 

It will be worth your while to do this. 

But, afl we said before^ first try the 
Wishbone coiTee, That will be its own best 
reward for the effort involved in putting it 
to the test After that write us. 
Yours truly, 



7, 
Dear Madam: — 

Nothing comes closer home to the Man 
and the Woman than the kind of coffee they 
drink. Right here is where the problem 
of personal taste cornea in, and discrim- 
inating coffee drinkers are always alert to 
get bold of the brand that has just the qual- 
ity thnt "goes to the right spot." 

But the problem doesn't end there. Some 
brantls are one thing today — and quite an- 
other thintr tomorrow! 

We have for years been persistently in 
search of a blend that keeps the same qual- 
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Wifihbone Coffee has as delicate and dis- 
tinctive a bouquet as the rarest brand of 
cbainpague- TLere are good, sound reasona 
-why the bouquet is alivaTS to be fotind in 
Wiahbone Coffee. It is sealed up in an air- 
tight pail just as it is roasted — not sent out 
in barrels, bags or paper packages, a^ ore 
most coffees of medium price. Not a par- 
licle of the exquisite aroma — of the bou- 
quet — of Wishbone Coffee can escape. It 
slays with the coffee and you get it in the 
cup. Then, too, the coffee in the bottom of 
the pail is as aromatic sb that at the top, be- 
cause the :?over fits ou agaiu so tight that 
the fragrance cannot possibly escape. 

Another point about the way Wishbone is 
packed! Coffee absorbs almost as sensi- 
tively as butter. That's the reason most 
coffees get the taste of everything that's 
Icept in a grocery store or in a pantry. Not 
only does Wishbone keep all of its ovra deli- 
cate flavor, but it is never tainted with the 
taste of other things. 

But, waiving the **shop technicalities" 
of the coffee expert, we give you our guar- 
antee that Wishbone coffee is genuinely 
good, through and through, every j^art of it 
and every part of every pail I It runs 
even — always uniform and reliable. It's a 
rich, hearty drinker of superb flavor. 

We are careful in the endorsement which 
we give our goods — but we need not shade 
or qualify our endorsement of Wishlione 
Coffee. Hundreds of users have written 
113 in its praise and we have yet to receive 
a single '^kick" against its quality. 



MODERN BUerWESS C0BEE3P0NDENCB 

Will endorse our 

guarantee of aatisfaction- If you buy a 
pail and do not find it wholly satisfactory^ 
return the unused portion and have yonr 
money refunde<i In any event write us 
what you think of Wishbone Coffee — your 
honest opinion. W<> wiU prize the expres- 
sion from you, and will return the compli- 
ment by sending you a valuable sample of 
some Wedding Ring goods that are worthy 
to be classed with Wishbone Coffee* 



9, 
Dear Madam: — 

Perhaps you thought we might overlook 
our former intimation that we would be 
glad to ^'reciprocate in kind" for the favor 
of an expression of your judgment on the 
qualities of Wishbone Coffee? We couldn't 
blaine you if you did think so. It would be 
hwnan nature — and we're all more or less 
human I 

But we meant what we said. We are in 
dead earnest in this effort to get a wide, 
frank and fair expression of opinion from 
the careful users of good coffee, and we are 
spending eonsiderable money to learn, *Mn 
blaek and whiii?," what is generally thought 
of this blend that we are making so closely 
identified with the name of J. F. Humph- 
reys & Company. 

It's worth while to us to make a 
special effort to get your written opinion — 
and wp will make it worth your while to 
write U9 on this subject. Please tvrite us 
candidly the result of your experiment 
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after you iiave bought a pail of Wishbone 
Coffee from your grocer. 

As an appreaatiou of the special effort 
you take in this matter, wo will send you 
a pat'kage of our aomewbat (;*?lt?brated 
Wedding Ring Goods, Wishbone and 
Wedding Ring go well together on paper— 
and we believe you will like tin? combina- 
tion when put to the test of actual tastef 

Awaiting with interest the favor of a 
pergonal letter from you, we are, 



10. 
Dear Madam: — 

Did 3'ou writ© us about Wishbone Coffee f 

Frankly, we fear you didu*t And, of 
course, you will not mind if we give you a 
little reminder that we are still looking for 
that letter. We are especially interested 
to have your verdict, as you are known to 
be an excellent JutJge of coffee by your 
grocer. 

What we particularly wish ia to know if 
yon agree with us in the of/iniou that the 
Wiahhono blend has a happy combination 
of the two moat desirable qualities; ex(|uis- 
ite flavor and good "body*' — something 
aromatic, savory, delightful and at the 
same time "not too fair or good for human 
nature's daily food,'* 

Certainly this brand has attained in our 
trade a popularity tliat ih unprecedented. 
We can account for it only on the basis that 
this blend hits a high average of taste and 
that it holds steadily, consistently and un- 
deviatingly to its high standard. 
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Remember what we said about makii}^ it 
an object to yoa to ^ve us your careful 
judgment on the merits of the Wishbone 
Coffee. "We will reciprocate fairly. Let us 
suggest that it will be well for you to use 
up a whole can of this coffee before you 
give ue your decision. And in the inter- 
est of perfect fairness, please eee to it that 
the coffee is well and carefully brewed* 



PERBOXAL £li£M£NT TB LErrBft-WaiTINO 



287 



i- 



THE PEKSO>fAL ELEMENT IN LETTER- 
WEITING, 

A yoTiug man who can write a good letter has, in 
that single ability, a profitable resource. He is 
wanted in business, in politics, in journalism, in most 
of the higher callings. But everybody cannot be a 
good letter-writer. Few people can. However, 
everyone is capable of improving through fitudy of 
the art. 

In merchandising:, where the letter-writer finds his 
greatest encouragemeDt, be is not compelled to frame 
his letters over some ancient cnt-and-dried modeli 
aB is too often the eaee in railroad work and in the of- 
fices of some corporations. Indeed, the mercantile 
letter-writer finds the *'personaI element" so effec- 
tive in his line of work that he is very apt to over- 
develop his style in this respect. The result is the 
freak letter — half circular and half bill poster 

He knows from experience that customers have a 
way of trading with an entertaining salesmen raiher 
than with the salesman *a house. A good salesman 
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may ofteii change positions with wholesale lionses 
and take bi-s ira^lt^ along with liim because tbe cus- 
tonjers like bis persoBality, "WTio does not know of 
cases where people have purchased their goods from 
some noisy upstart in a business^ getting inferior 
articles of course^ rather than patronize a well-known 
and reepeclable neighbor ipbo sells only the bestt 
In a vsay they pay their money for the personal ele- 
ment as much as for the value of the article bought; 
henee the proverb: "The people love to he hum- 
bugged/' 

But this 13 not what is intended here by good 
letter-writing, A good letter need not be long — the 
best usually are not, It depends on the subject of 
the letter and tbe nature of the buainefis, It should 
never be guilty of iiettifogging. It should be neat, 
correct, attractive — and it should say somethivg and 
Bay it in a way that is ont of the routine, yet dig- 
niiied. 

Wg hear conBtantly that letter-writing is a lost 
art and that it does not belong to the rush and terse- 
ness of these modem days. That there is no time 
for long epistles, and the polite pen is in the bottom 
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of the hair-covered trunk or on the dusty shelf of 
the museum. 

But is itf The other day the head agent of a 
great concern gazed at an expanse of sheets on the 
hig flat desk before him. Quickly but unerringly he 
flipped the pile of letters of application away until 
a half-dozen remained. "Neatness," he said, lacon- 
ically. Then he carefully read the ais and made hie 
final selection, '*A very escellcut letter," he de- 
clared; '*well written, aptly phrased, correctly punc- 
tuated and altogether attractive/' And the writer 
of that letter received an appointment that meant 
cot only opportunity but liberal compensation. 

In order to write a live letter the writer must be 
wide awake and cautions. He should key himself up 
to an interest in the thing he is doing, know some- 
thing of the person to whom he is writing, if pos- 
sible, and fio word his letter that the reader will feel 
that it is written exclusively for him and not simply 
to get a matter out of the writer's way. There is a 
great knack in the doing of this. Tricks of expres- 
sion may be made to take the place of much study, 
once they are acquired, and the way to acquire these 
is to Icok out for them in the letters of others. Ex- 
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L^rzp ^v^Ie^ale jdoecs havni^ aa Mrway of sadcs^ 
tiJTt in :n£ 'TPiit jfrrphji^aag Qie '"peTTGiul tond** 
feanr? j£ !arr?^am£sice. Th^ write tfv saleft- 
■wint ofteiL mii Taile iie^ asuaHv write *n of thgm 
lie ianie ±ipg — a 3miTi>ie jr *aiintl&r letter — still 
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tnd*; '.Q tze :ae band: and vith the happenings 
at rh-f b'jcie oiSce, tiie rnrchaiinz departmentf the 
i:redit ■ieparnii'^nr and the stadstio:^ of sales in each 
territory for other yeare. on the other hand, that 
the letters wrirren to salesmen seldom faiJ to tench 
them and tocoh them in the ri^t place. These let- 
ters not only oontain infonnation that is vital to 
the interests of the hoose, but information vital to 
the salesman's customers and to the salesman him- 
self. 

For instance, snoh a letter will indicate the stand- 
ing of the salesman to whom sent, for the preceding 
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week; compare that with his standing the corres- 
ponding week of the preceding year, or the standing 
of the man who had his territory; indicate what ar- 
ticles are to be sold at a bargain for the coming 
week, and the articlea to touch Hghlly on; points 
of information that may be confided to the trade, on 
conditions of tbe market, predicted rises and falls 
in prices. 

In the wholesale grocery business the salesman 
might be enabled to impart to his customers thnt tea 
would certainly be higher in tbe near future, or that 
there is an excellent crop of coffee in Brazil and 
that the cheap Rio from that country is to be looked 
out for In new brands offered by competitors dur- 
ing the summer. It might remind a salesman that 
on account of the Hearing canning season it is wis^ 
for the grocer to lay in his supply of sugar before 
the heavy demand of the year would boost prices. 

The leneion between the house and the distant 
salesman is thus k^pt at a high point and the trav- 
eling man's interest and loyalty is increased thereby. 
The promptly arriving checks for expense money 
and salary, the quick responses when large orders 
are sent in and an occasional perf^ona) letter about 
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Big mea are eo bo^ tfaey do not bother about 
letters, »y BUiy. AVroog agiuiL Here is proor of 
A reoi^itl CH>pQrreiKe: A boy of less tbsn a dozen 
j-o&r* lifts lx*u trained in letter-writing; he is re- 



PERSONAL ELEMENT IN LETTER-WKITINO 



293 



warded for his good work; lie takes pride in it; he 
tried on his own account an interesting test; he 
wrote to several men of world-wide reputation, and 
the first two replies that came were from J. Pier- 
pont Morgan and Andrew Carnegie. Laat year, as 
related in a recent i83ue of The Saturday Evening 
Post, a young man wanted the opinion of one of the 
buaiest men in the country on a matter of interest 
to himself. He took paina with his inquiry. Prompt- 
ly an answer was receiyed and it began: "I am 
not able to reply to all the demands made upon me, 
but your letter ib so admirably expressed that I am 
only too happy to make this an exception," and it 
went on to an interesting length and was signed by 
Abram H. Hewitt, 

We have before us one of the publications de- 
voted to the development of the South, especially to 
attracting the better class of settlers from other aec- 
tioHB, and it contains a long article on courtesy in 
eotreapoudence, meaning the money value of good 
letters. That man has the right idea. The polite 
letter is a power in immigration as well as in busi- 
ness. It has made whole countries rich; it has lifted 
the life and prosperity' of communities. 
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Tliil^ i ZDixi TTir^ tiH ilwav^ be able to pat 
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OD zLitT&r "^iiit "iii^ 5initaiioii£. yet there are lines 
»i *TiiLZfi= Tiitfr^iii jis jppornnriiy for good vorfc 
^ '■ 'g^g md -^si^umj^Bnieisi niL For it is sot oni- 
■^irr^all'" :d ?e iesixM ±ar i Letter ahaH bear the 
-^inniirii -r ^Hiiiv-lanaiitv -it "ie wriEer- It depends 

Fir Ji:rtaa',-?. :t ^7)0111 be inite ^ap^rflnoos and 
JUT .u' 7*ac^ Tt» .iLspiav ine'^ roetoric and ongnud- 
ir- jt Jsrr»*5itT!i in 1 letter iddr^ssed to one im- 
-^t'r^^ n:*! ^or^onrioii mil ^iioed by another. And 
rnTii'h -'t :ilt^ "jmnier?ini 'ocre^ronilenife of today is 
■i'^ne La jo^r :liiir t-i^ — T::ioat the ciune of either 
tl:e "^TTiT^r :r rii*^ r^iid^r apueariny on the letters 
aSi'hanirr-i, I:nie»^i in numv iioases it woold be 
'leirtnetl a ferioii? iiziz oa the part of a letter-writer 
if he shool.i ^tate anvxhinar in a letter bearing their 
.signature exoirpt tb»^ merest facets and these in the 
brief^^t and mo^t matter-of-faot way. The k'ftf-noie 
of ftrgaoizatioQ m railroad companies and many of 
the other large corporations is the snbmerging of 
pf^raonality in office employes and permitting it only 
in a limJtr-d way on the part of officials of the com- 
pnny Ihoniselvcs. 
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RaUroad L^orreapondent'e La,'* L-ouie to resemble in 
tone everything else id the railroad world in this 
respect. It h an io^lance where extrem&ly con- 
servative business system has become crystallized 
into a " policy '* of the road and the slight differ- 
ences of "policy" among the different roads is about 
the only evidence of personality apparent. 

It is true that railroad correapondeDt:e, unlike that 
of other classes of corporations, ib done in the uatQes 
of officials instead of in the names of the company. 
But this only indicates^ if anything, that the name 
of an official is les^ objectionable than his personal- 
ity in the business of the road. And among the 
leaser ofQcials of a railroad the using of names is 
in the nature of a compromise whereby the official 
eonsenls to surrender moat of the personal in>crlies 
he would have enjoyed in any other business in or- 
der that this one great distinction may be conferred 
upon him in the eyes of the railroad world. 

In some small departments of railroads, and es- 
pecially in the immediate ofBces of a -superintendent 
or other official, all letters, no matter by whom writ- 
ten or dictated, are signed by that official over his 
typewritten title; or, In case of his ab&eni*e, by hiB 
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ehief clerk. But in the larger deparlments which are 
not confined to one city, the ofiSeiars name is eigncd 
by the \rriter of the letter and the official never seea 
the letter. The same is true of the incoming mail j 
most of it ifl handled by subordinates entirely and 
in the most impersonal and mechanical way. There 
13 but little place for the **personal element'' on the 
part of railroad officials — much less the clerks and 
other corrcapondentSp 

However, in the field at large, excellence wins. 
There are millions of letters in every state. For the 
whole world the annual total is something over twen- 
ty billions. The number is beyond the imagination, 
bnt keeps on growing hundreds of millions each year, 
The reader will know how it is by his own corres- 
pondence, and he will also know how few of the let- 
ters be gets make an impression on him. A really 
good letter is a surprise, an enjoyment, a stimulus. 
You keep it almost as a curiosity. 

Whenever circum stances do not forbid and oppor- 
timity offers, the busiaess letter should bear some 
message not directly related to dollars and cents. 
It should represent some ideal higher than sordid 
What you say in so many words may be trans- 
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formed in tLe iiiind of the reader into an etching of 
character and personality. This is the greatest fac- 
tor in the creation of nations, commonwealtlis and 
business. If a strnctnre la to have stability and en- 
durance it must be builded with worthy character, 
strong personality and founded on the cornerstone 
of truth. 

The style of stationery used always insists upon 
telling its story. If yon wish to know to what ex- 
tent this is true, apply the test to yourself the next 
time you receive a letter frona an unknown concern 
and see how greedily your eyes will devour every 
detail of the letterhead as soon aa the body of the 
letter is read, especially if the tetter itself is not con- 
vincing. Notice bow your scrutiny will detect the 
inartistic arrangement of lettering, the superfluity 
of printed matter^ the cheapness of the paper. This 
may not be against the character of the firm. It 
would depend on what the business is and the pre- 
tensions made. For if the writer ie a farmer or 
merchant in a small town estra fine stationery would 
be as much against him as shoddy stationery would 
be agiiinst an attorney in a large city. 

The stationery a concern uses will often tell* 
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agaiost the writer^B will, what manner of men the 
concern is composed if, their business experience, 
the amount of business they are doing and other 

things. 
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HAKDLING REPAIR ORDERS AND BACK 
ORDERS. 

There is one subject which is certain to go straight 
to the heart of the practical and progressive "fac- 
tory man"— and that is the topic of how to handle 
goods returned to the factory for alteration or re- 
pairs. If any other accounting transaction in con- 
nection with factory routine has been the cause of 
more trouble than this, I am at a loss to name it. 
Not long since I found that one company in handling 
repairs had been making the following entries : 

(1) When goods were received, the customer's 
account was credited with the price originally 
charged for the part. 

(2) When sent to a repair shop, the shop was 
charged with it at the same price. 

(3) When returned from the shop, a credit wag 
entered for the part and for the amount of the re- 
pairs. 

(4) When returned to the customer, he was 
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charged again with the origioBl price, plus the coat 
of repairs and a profit. 

This ie an absurd, slipshod, trouble-provoking 
method and should never have obtained a footing. 
How it did become established can only be explained 
by the assumption that no one with authority had 
made it his business to look after such things. 

It is interesting, however, to note the useless com- 
plications which resulted from this method. Here 
are some of the things which happened : 

(a) The customer sent something in for repairs, 
reeeived full credit for it, perhaps didn^ value it 
very highly in its worn-out condltimi, and if it was 
not returned to him he was satisfied to let the com- 
pany keep the part and ht? accepted the credit, 

(b) When the thiug was sect to a shop H was 
charged at its invoice value, which was wrot^ in 
several ways. Of course no ''value" charge should 
have been made against the shop at all. One result 
of the fictitious charge was that when the shop tried 
to collect for work done on various jobs, it found it- 
self apparently deeply in debt instead of having a 
oredlt, 

(c) Again, frequently the thing was returned to 
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the store properly repaired, but no one could tell 
to whom it belonged, and it was left to become 
'*5Crap" or returned to stock. 

Many of the annoving comptications could be re- 
citedj but any person with the slightest imagination 
can see the disastrous possibilities, 

Now^ regarding the remedy for this state of af- 
fairs: 

A gieen sheet, the same size as the regular order 
sheets, and punched for the binders, was printed^ 
providing a place for recording each operation in- 
volved in the transaction, viz.; 

1. Date goods were received from cuetomer. 

2. Date sent to shop for repairs* 

3. Date returned by shop. 

4. Date returned to the customer 

No credit was entered to the oustomer and no 
charge made against the shop. But spaces were 
properly arranged for charging the enslomer for 
the repairs and also for crediting the shop with 
them. No ledger entries of any kind were made until 
the *'green ticket" transaction was completed in all 
its divisions. 

The green tickets were kept in a separate binder 



302 



AfOEEHN BUSINESS CORB£BP0NDENC£ 



' 



until the work was completed. The shipping clerk 
aoon learned to watch the green ticket binder with 
the keenest vigilance. If the shop was delinquent 
in making repairs and getting the part back to the 
sliipping department^ the shipping clerk at once pro- 
ceeded to make inquiries which pmduced results, 

A simitar state of affairs wafi found to exist in a 
factory manufacturing motors and generators at one 
plant, and special iron piping at another. They had 
an accumulatiou, at both places, of machines and 
pipe fittings returned for various reasons. Often 
they did not know where the goods came from. This 
state of tilings was of course largely the result of 
eustomers Eeglentlng to write letters explaining 
their action. The manofactarer mast not only think 
for himself; he must also do a generous amount of 
thinking for his customers. The more carefully and 
graciously be does this extra ta^k of gratuitous 
thinking the greater will be his aueeeas and his pop* 
ularity with his trade. 

As the operations in the above case involved larger 
values, and were of greater importance, a slightly 
different form of entry sheet was devised. But the 
sheets were planned to carrj" a complete history of 
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the receipt of goods, with their authorked dispoal- 
tioc. 

It was the aysteraatic and definite method of re- 
eordmg the details of '* relumed goods" that en- 
abled ns to keep the trouble docket reasoziably clean. 
It Goabled ns, in 98 per cent of the cases, to locate the 
shipper and to secure *' disposition" from him, and 
at the same time rednce the nnideotificd junk-pile 
to almost nothing. 



Bach Orders. 

Back orders are the bane of every big shipping 
departmeot, whether m manufacturing or in mer- 
chandiHing, Tlie loss through this source is some- 
thing appalling iti large establishments. In fact, it 
\& so great and so nearly universal that its general 
extent can scarcely be exaggerated. 

Of course no cut-and-dried system capable of deal- 
ing successfully witb the back-order prcblem in any 
and all kinds of business can be devised. Each bnai- 
nesa^ and indeed each house, must, to a certain ex- 
tent, modify any scheme, no matter how sound, to 
meet its own special requirements and emergencies- 
But it is possible to indicate in a general way a plan 
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which is capabk of broad and practical application. 
The following plan baa produced excellent results 
in several cases where it was put to the severest 
practical tests. 

Enter your back orflers on cards and distribute 
them either alphabetically or under a classification 
of the goods which are "short" In cases where 
tbere ia a separate receiving department, each card 
should he made in duplii-iate. 

When the receiving department cheeks In a con- 
signment of goods, the receiving clerk picks out the 
back order card& which he holds in duplicate and 
sends a set of them to the shipping clerk with a 
printed notice reading ** goods in.'* 

Of course when the back order cards are first made 
out, a set of them goes to the *'shorl" buyer, who 
determines whether it is expedient at once to send 
out and buy them "^in town," in order to complete 
the euatomer's shipment, or to hold the entire order 
for goods coming in, or, again, to ship that portion 
of the goods already on hand and let the '*sliorts" 
follow. 

It ia an excellent plan to have the original order 
sheet (after the till-porter has laid ont all that he has 
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foimd in ytoek) go to the '*short'* barer before the 
back order card is made out He oan then determine 
proper action. 

The "short" buyer must, in a TOrd» have a thor- 
ough knowledge of the customer and of the goods 
ordered and not yet in. In many cases it will be 
necessary for him to write or wire the customer, ask- 
ing whether he shall hold all of the order and wait 
for the missing items to come in; whether he shall 
ship a part; or if he wishes the "shorts'' to follow 
later, are they to be shipped as quickly aa they ate 
received or held to be sent with a future order! 

He must have an intuition of the needa and dis- 
position of the customer, so that he may know when 
to write, when not to write and when to ship an order 
"complete" or ^'incomplete," A man who * can 
really rise to this emergency is practically invaluable. 
Next to securing the right kind of goods at the right 
price, the promptness and completeness with which 
he, receives the goods ordered is the prime consid- 
eration with every customer. And do amount of 
good intentions or plausible excuses will serve as a 
substitute for promptness in this particular. 
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SYSTEMS OF THE COUNTRY STORE. 

The credit system of the country store is often 
sadly neglected through failure on the part of the 
merchant to appreciate its importance and the rela- 
tion It bears to success in business. This depart- 
ment of the husiness ia in many cases given the least 
attention when really It should have the most, for in 
this department the finani^Ial result of the mer- 
dianta' efforts is determined. 

Mercharts in every Tme of business should adopt 
s system of accounting, applicable to tlie line of busi- 
ness in which they are interested, that will keep them 
in daily touch with their credit accounts, both those 
received and extended. The system should he 
adopted upon the presumption that the business will 
^ow, and should be one that could be added to 
or extended without a change in the origiual sys- 
tem being necessary. 

There are very few persons in business who do 
not at some time find it convenient to avail tliom 
selves of the privileges of credit. For this reason 
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eveTy one shoald establish tlie best credit slaDding 
possible. To do this a Bystem must be used that 
will not permit a bill to become overdue through 
carelessness. It ia much better to remit a day 
before a bill is due than a day after. 

Upon entering business the merchant will in all 
probability be approached by representatives of the 
several commercial rating concerns who will request 
him lo make out a schedule of his business affairSt 
upon which they may base an estimate of his credit 
worth and establish his right to a line of credit. It 
always pays to give a frank, honest statement in 
eases of this kind^ no matter whether the worth of 
the merchant be little or mneh. It never pays to 
mak«? blind statements that might deceive- It isnH 
honorable, and, besides, they will react because of 
the impossibility of living up to them. 

When a business vpntiire is eontemplated a care- 
ful inventoiy should be made of all assets and re- 
sources that could be drawn upon in case of neces- 
sity. These should be carefully classified for ref- 
erence and should be, as far as consistent, an open 
book to those from whom credit would be received; 
for the individual or firm who confers the honor of 
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extending a line of credit is surely entitled to the 
confidence of ttie one receiving it. 

Proper credit referencee should be furnished at 
the time the first order on a credit basis is placed- 
This furnishes a basis for the credit roan to work 
upon and saves delay in many ways. The impreaaion 
created by good business methods will always be 
foimd valuable. If buainess methods are used in 
securing credit, it is quite natural to expect tUey 
mil be used in GxtendinQ credit. And evideuce of 
discrimination in the extension of credit by a retail 
merchant is a valuable asset; for if the merchani 
does not receive pay for the goods he sells it can 
not he expected that he will be able to pay for those 
he buys. 

"When placing an order by mail, accompanied by 
credit references, a separate sheet should be used 
for the order, as it would, in all probability, go to 
a different department. The ordet" will go to the 
order department and the references to the credit 
department. A copy of both should be kept and 
filed as a record of the transaction. 

As before slated, the system of accounting adopted 
should be the one most applicable to the busiuesB 
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represented, and tlie books to be used would nat- 
urally be governed by the system adopted. Ordi- 
narily tile following books will be found suffieieot as 
a foundation for a simple and eomprebensive system 
of accounting apjjlicable to the retail business: A 
cash book, journal, purchase ledger, sales ledger and 
a eomplete filing system. 

When arrangement has been made for a line of 
credit and the goods are ready to be shipped, an 
itemized bill or invoice of the goods to bo sent is 
mailed to the purchaser, who^ upon receiving 
same, should c;heck the prices and extensions to boo 
that no mistakes have been made. This is not red 
tape, but conservative bneiuess. The invoices should 
also be checked with the copy of the order sent^ which 
would be found in the file for ^'goode bought," after 
which the copy ahonid be taken from the file and 
passed to the final (reference) file, leaving on the 
file for "goods bought" only such copies as would 
show goods ordered but not shipped. The invoice 
itself should be passed to a file for ** goods in tran* 
sit," which should be referred to as often as neces- 
sary to learn whether goods in transit have arrived. 

When the goods arrive the invoice should be taken 
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from tilt; file and tlte articles thereon checked with 
tlioae received to see that no error has occurred or 
that nothing has been lost in transit. The invoice 
13 then ready to be takeo into account and entered 
on the .iournah After this is done the invoice should 
be placed in a file for unpaid bills, under the date 
the account would come due or the date same is to 
be remitted. Reference should be made daily to this 
file and no account allowed to become past due, 

With a complete filing s)'stera afi a reminder, com- 
monly caUed a "tickler,'' much labor is saved and 
the merchant is kept in constant touch with the con- 
dition of his business. He is able to determine for 
a number of days in advance the bills coming flue 
and can prepare himself to meet them accordingly. 

After the bill has been paid, and the necessary 
markings or receipts attached to show that it has 
been paid, the invoice should be passed to the final 
file, under the proper index to be kept for reference. 



Extension of Credit. 

The question of the extension of credit by the 

country merchant, and retail merchants in general^ 
is a problem. The indiscriminate extension of credit 
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on the part of merchacle has caused more failures 
in business — bj" a large percentage — than any other 
one thing on record* For this reason, aod because 
it is good business practice as well, the same care 
should be used by the merchant in extending credit 
as is used against him by those from whom he would 
recmv€ credit. 

The reason for osking credit should be learned 
from the prospective customer, the' length of time 
credit is desired, and what better prospects he would 
have to pay at the end of this time than at the 
present. And the customer should be required to 
furnish as good references as be would be expected 
to furnish in order to borrow an equal amount in 
cash. If the information furnished is satisfactory, 
and the merchant so desires, an account may be 
opened; but if not, the word "no" should be used 
without hesitancy and a positive stand taken to 
back it up. 

The retail merchant should have a means of know- 
ing the credit standing of those with whom he does 
■ business or would be likely to do business, similar to 

I that used by the wholesalers and manufacturers for 

I determining the credit standing of retail nierchants- 
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He sliould not lie content to depend upon the ref- 
erences and information furnished by the prospec- 
tive customers themselves. It la within the reach of 
merchants to have such a system upon a co-operative 
basis and one that would be more complete than the 
syBtem used by wholesalere, as it would be based 
upon the actual credit experience witli the individ- 
ual, together with sneh information as would be 
gained by acquaintance. The plan, a simple one, 
would be to have a central credit department to 
which each merchant wouW make a report of his 
entire list of customers, rated according to his credit 
experience with themn These names would be prop- 
erly arranged and the ratings classified as reported, 
according to a rating key that might be adopted in 
conformity with the classification desired. 

From these lists books could be compiled for dis- 
tribution among the merchants tliat would place them 
in touch with the credit standing of each individual 
in the community in which they were doing business. 
A certain community or district could compile a list 
of those within its territory, while other communities 
or districts could do the same in their respective 
terrUories; and through the central credit depart- 
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m^Qt of each of tbese diatricts tlie lists of aU of the 
other districts would be collected. With each com- 
jDUoity or district doing a portion, and there being 
BO limit to the territory in which districts could be 
established, it would be but a short time until each 
merchaut would bo placed in touch with the credit 
standing of every individual throughout the country, 
and tho merchants placed io control of the credit sit- 
uation. 

AVben arrang:ements for extending credit have 
been made, the method of handling the account sug- 
gests itself. The method should be simple, accurate 
and labor-saving. The beet method to cover these 
points IB through the use of the duplicate account 
system for current or running accounts. 

With the duplicate account system a manifold 
order blank is used and is so arranged that the 
total balance of the customer's account is carried 
forward each time a charge is made. With each 
charge the customer would receive the original copy 
of the order placed on that date, with price extended^ 
which would be added to the balance brought for- 
ward, showing at all times the total indebtedness of 
the pustomer. The duplicate would remain in the 
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office for refereacen The manifold order blanks 
would be placed in book covers bearing tbe name of 
tbe customer whose account appeared therein, and 
the books would be filed in a filing rack properly in- 
dexed. From the duplicates remaining in the office 
charges would be made in the sales ledger; and at 
the end of tbe month the total aggregate of tbe sales 
for the month would be posted In the ledger under 
the general heading of merchandise. 

Careful attention should be given to the matter 
of eoJIection, The regular statement plan should be 
used and customers given to understand that thej' 
are expected to pay according to arrangement. If 
they do not, the rea»^on should be ascertained, 
Neglected collections serve to greatly iuLTease the 
undesirable credit-asking population, and each day 
that a risky act-ount is allowed to stand it is just 
so much harder to collect. 

If the same effort were made io collect for goods 
already sold as is made to sell them or Io secure 
new trade, the profit to the meri'baut would be sur- 
prising. Collecting is a disagreeable part of run- 
ning a business^ and therefore does not receive the 
attention it should. 
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FORMAL AND OFFICUL CORRESPOND- 
ENCE. 

There la as much difference between formal cor- 
respondence and informal correspondence as there 
is between a book on good manners and one on eti- 
qnette, 

A formal letter is as brief as consistent with 
courteous phrasing and often severe in tone. There 
can be nothing in the least unconventional about a 
formal letter, and if the beginning be conventionally 
correct the entire substance of the letter should be 
correct, even to the signature and the date. The 
rules are quite as strict in business etiquette as in 
that of conventional social life; and this is easily 
understood when one takes into consideration the 
necessarily social forms of certain lines of business 
correspondence. 

Letters of introduction are in constant demand, 
and a request for a letter of introduction should be 
written in this style: 
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Chicago, HI., Sept. S, 1908. 
Dear Sir: 

I am about to go to New York on a buei- 
neea trip, and remembering your kind offer 
of assistance, am taking the liberty of re- 
questing introductions to D. 0, Darnley & 
Co. and James Murray & Sons. 

Thanking yon in advance for your favor 
aud assuring you oF hearty appreciation, 
please believe me, 

Yours sincerely, 

ArTHUB J. WiiffiBN. 

Charles A. Strickland, 
56 Washington St, 
Chicago, 111. 

Answer to the Request for n Letter of Introduction, 

Chioflgo, Dl., Sept. 9, 1908, 
Dear Sir: 

Accompanying this note you Trill find 
letters of introduction which I trust will 
meet your requirements. 

It gives me pleasure to be able to do 
yon this service, and should a similar 
necessity arise in the future, please con- 
sider ma at your disposal. 
Yours truly, 
Chahl-bb a. Strickland. 
Arthur J. Warren, Esq.^ 
Mead & Sons, 
Chicago, ni- 
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A General Letter of Introdmtion. 

This will introduet? the bearer, Mr. Ar- 
thur J. Warren, Tvliom I personally esteem 
as being a gentleman in conduct and repu- 
tation. 

Any oonrtesy shown to Mr. Warren I 
shall consider a favor to myself, and I be- 
speak for him all possible attention and 
service, 

ChABLES a. SlRICKLAfTDn 

Another Form of Introduction. 

Chicago, HI, Sept, 9, 1908. 
Dear Sir : 

We take pleasure In introdueinpf the 
bearer, Mr, Arthur J. Warren, who intends 
to engage in business in your city. 

Mr. Warren has long been a valued pa- 
trcn of our house, and we will eonsider any 
<x)urte9y sbowo him a personal faTor, 
Very truly yours, 
Chas. a. Stbicklanu & Son, 
by Joseph Strickland. 
Arthur J. Warren, Esq., 
Mead & Sons, 
Chicago, 111. 



A moat convenient and exceedingly popular form 
of introduction ia by means of a calling card with, 
"Introducing Mr, Arthur Warren and commending 
him to your attention," written in the lower left- 
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hand corner. TMs is by far the easiest and quick- 
est method of presenting an introduction. 

A response to a letter of introduction ia not nec- 
easary, but sbould the recipient wish to make ac- 
knowledgiLient be may do ao as ahown below. This 
fomi is also acceptable for a business house that 
may wish to express appreciation of influence ex- 
erted to increase their business, 

Clncago, III., Nov. 10, 1908. 
Dear Sir; 

r wish to express my appreciation of your 
prompt response to uiy letter of the ^th iust. 

If at any time I can render yon a similar 
S9rvice I trust you will not hesitate to t:om- 
mand me. 

Tours very truly, 

Abthitb J. Wabekn. 
Chas. A. Strickland^ Esq.» 
56 WashingtOD St., 
Chicago, Tll» 

Request for Information Regarding a Broker: 

Center City, Wyoming:, Aug. 11, 1908, 
Dear Sir: 

Having had an unusually favorable year, 
I liavR Hi'cided to t-jkp a flypr in stocks and 
take the liberly of asking for information 
reeanling a first-elasf^. reliable broken 

RuKiiiess dcif^ rot permit h personal in- 
vestigation, and wiiile I regret being obliged 
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to trouble you, accept my assurance tbat any 
information rendered will be greatly appre- 
ciated, and treated aB strictly confidenliaL 
Hoping I may be in a position to return 
any courtesy rendered, believe rae, 
Very truly yours, 

Htbau Brown. 
Daniel Barnes & Son, 
The Temple, 
Chicago, 111. 



Reply to the Request for Information: 

Chicago, 111., Aug. 11, 1908. 
Dear Sir: 

It gives me pleasure to refer you to Sam- 
uel Jameson, 200 LaSalle St., for the infor- 
mation you desire, 

Mr. Jameson ranks as one of the oldest 
and most reliable brokers in the West, and 
I have no hesitancy in recommending him 
to your service. 

Tours truly, 

Daniel Barnes. 
Hiram Bowen, Esq., 
Center City, Wyoming. 

A letter of resignation, though necessarily brief 
and to the point, is troublesome for the reason that 
a pleasant impression is desirable. All reference as 
to anything unpleasant in past associations must be 
carefully avoided: 
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Hartford. Conn., Sept. IQ, 1908, 

After H long and agreeable asaociation 
with your house I feel compelled, on ac- 
count of ill-healtli. to rcBJgn my position 
imd desirt* to terminate my connection with 
yon on the Iirst of next month. 
Very respeetfully. 

Waltbb A- BjLByKs. 
Standard Cooperage Co., 
Macon, Ga, 



A Letter of Dismissal: 

Chicago, IIL, May 3. 1908, 
Dear Sir: 

We regret to inform yon that on and 
after Jan. 3rd, we shflU be nnabie to retain 
your services. 

Yours truly, 

Bailey, MAfian & Co, 
E. B. Fargo, Esq., 

New Orleans, Ls. 



Another Letter of Dismissed: 

York. Mc., Nov. 4, 1908. 
Dear Sir: 

We beg to notify you that our house, find- 
ing it necessary to retrenoh ex]3cnse9, will 
be compelled to dispense with your servit^es 
from this date. Regretting the necessity of 
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this measure and mshiiig you every |job- 
sible success in tbe future, we reniaiu, 
Yours truly, 

F, Hammond & Co. 
Wm. Shannon, Esq., 

Portsmouth, Mo. 



The Offer of a New Position: 

San Francisco, Calif., June 7, 1908, 
Dear Sir: 

lo reply to your favor of the 9th. we 
hereby offer you the position of Macager 
of our local retail store at a salary of 
$^,fl5(ino per annum, beginning with Jon, 
1, 1M9. 

Kindly advise me at once if satisfactory. 
Very truly yours, 

W. G. Leonard & SoNt 
By Arthur Leonard. 
Chester Morton, Esq., 
Denver, CoL 



Sh(ju1d the offer of the new positiou lie ileelined 
on the ground of insufficient salury. the following 
form may be used: 

Denver, Col. Dec. 5, 1908, 

Gentlemen: 

Repl^nng to yours of the 3rd inst., I beg 
to say that your kind offer of the position 
of Manager of your looal retail store is not 
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acceptable to me on account of insufficient 
salary attached. 

Yours truly, 

Chester Morton . 
W. Q. Leonard & Son, 
San rrancisco, Calif. 

A Letter of Pffymotlon: 

OhitfHgo, EL, May 2, 1908. 
Dear Sin 

We take pleasure in notifying you that 
on July lat you will be promoted lo the 
position of Uiatrict Manager for the New 
England states. 

Tins promotion has been fairly earned^ 
and we expect to rerpive inost satisfactory 
resnlta from the advancement. 
Very truly yours, 

Small, Erewster & Co., 
by Joseph Sraall, 
Thomas H. Uortoc, Esq., 
Eichmond, Va. 



Any formal announcement intended for outside 
distribution is printed on cards or stationery (note 
size). 

A Notice of Promotion in Card Form: 

Mr. Thornton Hammond hns been elected 
to the office of Treasurer of this Company. 

Mr. Hammond has been identified with 
us in various capacities for the past ten 
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years^ and this promotion is a fitting recog- 
nition of UU services and ability. 

KiNQSLEV Railway PniyTiUG Co., 

PresiJent. 

Chicago, 111,, Feb. 5. 1908. 



An invitation to an annual dinner should l>e en- 
graved on the heaviest of paiser with the seal, name, 
or monogram of the organization placed at the top 
directly in the center It may be worded as follows; 

The Onyx Club of Chicago reqaesls th** 
honor of yonr presence at its Annual Oan- 
qm?t on Thursday evening. Ma reh the 
twenty-fifth, niut^tten huiidrt?d and sovc-n, at 
six o'clock, at the Auditorium Hotel. 

In the neeessiff/ of a Tefusal this will starve: 

Mr. M. M. Baer presents his compliments 
and regrets not being able to attend the 
banquet given by The Onyx (*luh on Thurs- 
day evening. March twenty-fifth. 

To Mr, Sanmel Sands. (Secretary.) 



An Invitation to a Floral Rtcfplion (Engraved}: 

Your presence is desired at Arnold^s 
Floral Reception Friday evening, October 
the tenth, from eight until twplve, prior to 
the opening Saturday, October the eleventh. 

Palmer House Block, Chicago. 
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This form of invitation should also be used for a 
formal opening. 

Ann onn cements toke various forms, snoh as, 

An AnnouHce-mcui of a Return (Engrwvtd): 

We desire to aunouiiee that Mi\ Dunham 
has juat returned from FjUrope^ and is pre- 
pared to show his patrons the latest artis- 
tic effects in phntography. 

DiTNHAM Studio, 
311 Michigan avenue. 
Chicago, Sept. 20, 1908. 

An^tonncemmit of a Removal (EngrO'Ved): 

The Warren Smith Company amioimces 
its removal and formal opening on Tues- 
day, June twenty-fifth, nineteen hundred 
and eighty at 30 East Washington Street, 
Chicago. 

Lingerie, Waists a^d Millinery. 

On Occupying New Quarters (Engraved): 

The <.)fficers and Diri.-cloi'^ of the Walton 
Banking Co., Clni^ago, take pleasure in an- 
nouncing that the Bank will occupy its New 
Room on Monday, October 5, 1908, 

A cordidl ijivltation is extended to you to 
visit the bank. 
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An Announcement on Entering Business (En- 
graved): 

Benjamin Hoyt, D. D, S,, desires to an- 
nouDce the QX*^uiRg of an office for the prac- 
tice of dentistry. 
Address. Hours. 



Another Announcement on Entering Business 
(Engraved) ; 

V. A. FULLEB & Co., 

Chicago, III. 

Mar, 4. 1908. 
I have Ibis day formed a cooueotion with 
the firm of Messrs, Puller & Company. 

Any business entrusted to my care will 
bo greatly appreciated and will receive my 
closest attention. 

James Pabkbb. 
Telephone . 

On Taking Over the Practice of an Absent Physi- 
cian (Engraved): 

Dr, Bobert Miller annonutes that he will 
occupy the offices and continue the practifc 
of Dn John Murray, who has left Chicago 
for practice in Europe. 
{Address.) 

On Resuming Practice (Engraved): 

Stewart Mann begs to announce that he 
has resumed the practice of law at Suite 
86-87 Ashland Block. 
Telephone . 
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On 'A^miii'mg Son to Partnership (Written) 

Messrs. C. V. Burns & Co., 
Boston, \fass. 

Gentlemen : 

My Koj] having joined me in partnership, 
I wish to annoance that after this date the 
firm will be known under the name of G. 
C. Kirk & Son. 

Hoping any dealing with our house may 
be as sfltisfactory in the future as it has 
been in the past, and thanking you for the 
confidence you have always reposed in as. 
Yours truly, 

Or A HAM KlHK. 

Lynn, Mass., Nov. ]. 1908. 



Afi Antionncemeni on the Retirement of a Partner 

(Wriiten): 

Lynn, Mass.. Feb. 8, 190a 
Gentlemen : 

Mr. Jamofi Chase having retired from our 
firm, we beg to announce the huMiness will 
heucx^forllL be conducted under the name of 
Handy & Co. 

Hoping this change will not alter the con- 
fidence with which you have always favored 
us, believe us. gentiemen. 

Your obedient servants* 

Hakdy & Co., 
By James Handy. 
Graham & Sons, 
Lowell, Mass. 
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On the Death of a Partner (Engraved): 

We announce with deep sorrow tbe death 
of our Mr. Oasian Moore, which occurred 
at St. Luke*s Hospital, CUit^sigo, on the 
evening of Thursday, February second. 
nineteen hundred and eight. 

K, F, Moore Maltiwo Co., 
Waukegan, Wise. 

An Announcement of Dissolving Partnership (En- 
graved): 

The partnership heretofore existing 
under the firm name of Swift, Hamliti & 
Sanford. is this day dissolved by mutual 
consent. 

Messrs. Swift & Madison will occupy the 
present offices of the old firm and will con- 
tinue the general business, including the 
collection of oulfltandin^ accounts. 
(Signed) 
Chicago. Mar. 3, 1908- 
Joh:^ Swift, 
James 8. Hami^tw, 
Warbbn Sanfoud, 
Heney B. Madison. 

Another Form of Dissolution of Partnership 
(Written): 

Akron. Ohio, March 20. IMS. 
Gentlemen : 

We beg to announce the partnership ex- 
isting under the name of White, Kennedy & 
Co. expired by limitation on the lat insL, 
and win not be renewed. 
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A new partnership has been formed 
undpr the name of Kennedy & Son and a 
coLtiiJiianee of your usual patronaRe is 
SolicLted, 

Very truly yonrs, 
Oeorge Kennedy & Son, 

By Geo. Kennedy, Jr. 
Messrs, Zani?, Kune & Co., 
Greenfield, III. 

Notke of Dissolution (Engrfived): 

Notice is hereby given that the parlner- 
ehip lately existing between George B. 
Shannon and Frank Norlan, of the City, 
County and Slate of Kansas, under the 
style and firm nain& of Shannon & Frank- 
lin, coffee lirokers, has been this day dis- 
solved by rantiial consent. Either party 
will sign in liquidation. 

(Signed) 

George R. Shannon, 
Frank Norton . 
Jan. 1.1908. 

Recommending Successor in Business: 

Athena, Ga., Apr, 5, 1908, 
Gentlemen: 

Wg beg to inform you the house of B. B, 
Douglas & Co» has retired in favor of M. V, 
Long & Co- 

The new firm has been associated with ns 
for niary years, and vre recommend it with 
confidence as thoroughly able and business- 
like. 
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Hoping you will favor them with your 
generouH patronage, believe iis, 

Yours most respectfullv, 

B. B. DotoLAs & Co. 
Janie.s Chase & Sons, 

Portland, Oregon. 

The Consolidation of Firms: 

Chicago, IIU Jan. 1, 1908. 
Gentlemen : 

We beg to apprise you of the consolida- 
tion of the. houses C. C, Blanchard & Co. 
and AlkUis &> Slielby, of this eity^ and all 
business dealings will, from this date, be 
under the firm name of Blanchard, Atkina 
& Shelby. 

Trosting you will retain our semees and 
aesiiring you of our faithful eo-op^ration 
m all orders, believe us. 

Your obedient servants, 
Blanchabd, AxKiNti & Shelby, 
Messrs, Chase & Smith. 
Akron. Ohio. 



On SoUciting Trade: 

Chicago, Ill.» 15 Lake St., 
Feb, 8, 1908. 

Gentlemen : 

I have this day opened an ofBce at the 
above number for the transaction of busi- 
ness as dealer in fine groceries. 

All orders will be pro^mptly executed, 
and I refer you to Mesera, Cahn, Hinkley 
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& Co., wto Will give guarantee as 1o my 
knowledge and reliability. 
Hoping you will favor me. 

Very respectfully yours. 

Jame3 Babtlett, 
Samuel S. Stone & Sons, 
CbicagOj 111. 



The most conventional form of business corre- 
spondence is the o£Gcial letter. An official letter 
varies from a formal letter principally in the address 
and signature. The address depends upon the rank 
of the one addressed, but the signature is usually 
'*Your moat obedient servant*' 

Foreign forma of official letters are conventional 
in the extreme, and puzzling to anyone not trainer! 
in the use of foreigu titles. A demoeratie country, 
to he consistent, should use a simple, digniOed form 
of address. The popular atyle for Americans when 
addressing the President is: 



Em, Pa,, May 2, 1908. 
The President, 

Wflsbington, D. C. 
In regard to the matter I have been 
asked to investigate, etc., 

Yours with the highest respect. 
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Thie style is only admissible to citizens, and is 
simple and unadorned. '*Sir" ib not used, and the 
official signature, "Your most obedient servant/' or 
*'Your most humble and obedient servant," is alao 
dispensed with. The style is i>opii!ar^ however, for 
its very simplicity. 

Members of the Foreign Legation, when writing 
to the President on official matterB, would use this 
form of address: 

Washington, D, C, Mar, 4, 1908, 

His Esceliency, the President of the United 
States, 

Executive Mansion, 
WashingtOB, D. C. 



(Signature.) 

I am. 
With the greatest respect. 
Your most obedient servant. 



Americans abroad who havo occasion to address 
letters to the Foreign Embassy often make the mis- 
taie of using the popular American form of addresB, 
^ving as a reason, the extremely conventional style 
used by members of the Foreign Legation when ad- 
dressing the President of tho United States. This 
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is a poor argument A foreigner addresses tlie 
President of the United States in the conventionally 
correct style of address for the President of a Re- 
poblic. An American should be as conventionally 
correct when addret^sing a Foreign Power or a mem- 
ber of the Foreign Legation, There is no excuse 
for stupidity, and the bearer of official tidings, or 
the individual representing a country in an official 

ipacity, cannot afford to be treated or looked upoO' 
with contempt. 

Members of the Foreign Jjegation are given their 

title in full and their orders to the number of three. 

' ^ Etc. 's ' ' are used to designate the remaining 

orders, but these "eteJs" should not exceed three 

lu number. 

Boston, Mass., Jan. 1, 1908, 
His Excellency^ Sir Robert Hammond, G. C. 
M. Q., G. C. V, 0., 0. C. B,, etc., etc,, etc 
British Embassy, 

"WoRhmgton, D. a 
Sir: or, Your Excellency: 



(Signature,) 
I have the honor to be. 
Tour Excellency's most obedient servant. 
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Should the one addressed have but ooe order, as 
is the case with the present English Ambassador, 
Ambassador Bryce^ who has refused all orders but 
the Order of Merit, the address would be in thia 

style: 

Boston, Mass,^ June 5, 1908, 
The Bight Honorable James Bryce, 0, M., 

Hia Majesty's Ambassador Extraordin- 
ary and Minister Plenepotentiary, 
British Embassy, 
Washington, D. C. 

Sir: 



(Sigrature.) 

I have the honor to bo, with the highest 

respect, 

Your most obedient servant. 



Members of the Diplomatic Service of the United 
States can he addressed as "The Honorable," with 
the addition of whatever titles they may possess, 
anch aa, LL. D., or Ph. D.^ but the customary style 
is simply "The Honorable." 

Washington, D. C. 

The Honorable "Whitelaw Eeid, 
United States Ambassador, 
American Kmbaaay, 
London, England. 
Sir: 
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Th!s form of address would be tke one to use 
when writing to tte Minister to a foreign eouatry, 
uHiDg ''United States Minister" instead of '^Am- 
hassador" 

The old foi-m of "Minister to the Court of St. 
James," is obsolete, afe the English Envoy Extra- 
ordiuaiy was raised to the rank of Ambassador Ex- 
traordinary in Sir Julian Paunc^fote'a second term 
in 1903, Members of the Consular service are al- 
ways **Eaqnire/' Consuls General are given their 
title. "Robert Buchanan, Consul General, Ameri- 
can Consulate." 

Officers of the anuy, from General down to Second 
Lieutenant^ are addressed by their names in full, 
prefixed by their titles, and the same rule applies 
to the officers of tdie navy. 



The Chief Justice of the Supreme Court Would 

Be Addressed: 

Denver, CoK, March 7, 1908. 
The Honorable, the Chief Justice of the 

United States, 

Washington, D, C» 
Your Honor: 



(Signature.) 
1 am Your Honor's obedient servant. 
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Judges of the Supreme Court are addreai^ed as 
*'The Honorable Justice (surname), Supreme Court 
of the United States.'^ Judges of the Circuit Court, 
the District Court, the Supreme Court of the Dis- 
trict of Columbia and the United Stiites Court of 
Claims are also addressed as *^The Honorable Jus- 
tice (surname)." All letters to Judges begiu "Your 
Honor.'' 

Congressmen are styled "The Honorable (sur- 
name), M. a'' 

The Governor of Illinois eau be addressed as '*His 
Excellency, Charles S. Daieen," but the more i3op- 
ular form is as follows: 



Athena, Ga., Nov, 5, 1908. 

The Honorable Charles S. Deneen, 
Governor of the State of Illinois, 

Springfield, 111. 
A petition ia soon to be sent you regard- 
ing John Jones, who was duly convicted of 
tho crime of theft. 

I will not take your valuable time by 
going into particulars, but will ask your 
kind and immediate attention to this case 
of John Jones, and assure you that a 
sonal investigation of the case on my 
has resulted in my endorsing t' 
most favorably. 

Yours most respectfl 
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A Petition to the Governor: 

Chicago, m. 
The Hon, Charlea S. Deneen, 

Goveruor of the State of Illinois, 
Springlicld, 111. 

We, thi> iinJereigned, citizene and resi- 
dents of the State of Illinois, respectfully 
petition you to partlon John Jones, who 
waa duly convicted of the crime of robbery 
in the Oirc'ait Court of Cook Connty, on the 
third day of Aii^st, nineteen hundred and 
eight, and aflei-waM duly sentoneed and 
IB now in tlie State Penltentiarj' at Joliet. 

{Then should follow a brief history of 
the ease and a fttatement of the reaaona 
which would warrant a pardon. The peti- 
tion should be accompanied by a statement 
in writing: made by the Judge and the Prose- 
niting Altnrney from the Conrt where judg- 
ment was prononncedj 

All of which is respeetfnlly submitted. 
(Signatures.) 

Date 



Mayors can be addressed, ''His Honor, Mayor 
Fred A. Busse," or '* Honorable Fred A. Bu&se, 
Mayor of the City of Chica(?o.'' 



A resident official tmftin^ to extend the hospital- 
ity of hi^ home to a visitinff official u'ovld express 
his wishffs in these term^: 
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Seattle, Waali. 
My dear Col. Qrover: 

I am ver7 glad to receive word in this 
raominff^a mail of yonr proposed trip to 
Seattle. 

It gives Mrs. Colton and myself great 
pleasure to offer yon the hospitality of our 
home duTiBg your stay, and we trust no 
previous arrangements will deprive as of 
the pleasure of having you with us. 
Very sincerely yours, 

John LoMfiAm> Colton. 
Xieeember 10, 1908. 



Acknoitkdgment of Hospitdlittf on Return: 

Washington, D. C. 
My Dear Mrs. Colton: 

I shall hold my trip to Seattle in most 
pleasant remembrance. 

Your cordial welcome and warm hospital- 
ity made my stay one of pleasure as well as 
duty, and I assure you that the recolleo- 
tions of your eharmiug home, as well as the 
interesting talks with your husband, make 
me look forward to a renewal of the ao- 
quaintanee. 

Tours most sincerely, 

Waebbn Qeotbb. 
January 1, 1909, 
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LETTERS OF APPIJCATION", 

Tlie majority of applications are written by read- 
ers of newspaper advertiaement^. An a|iplIcation 
written in answer to an ad%'erti-^nient of this kind 
is the most difBcult because a newspaper advertise- 
ment, aa a rule^ gives no name or address, merely a 
letter, a number, and the name of the paper in wliicli 
it appears. The writer lias no knowledge as to the 
reader, tlie firm^ or the location of the desired |>o- 
fiition. He is 'Agoing it blind," and is often ham- 
pered by the reluctance to give references that may 
prove sources of annoyance to persons kind enough 
to allow him the uae of their names. If he could he 
aure the advertisement he is anawering was written 
by a reliable party, who would not take advantage 
of the information asked for, be would not hesitate; 
but oftener than otherwise he will receive no 
answer to his application and later may find that 
Us friends have been annoyed or hiy affairs have 
been mentioned in a way anjrthing but desirable. 
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These are lie reasons for many of the answers 
to newspaper advertisements reading in this style; 

Chicago, III, 3 Keane St, 
Sept, 24, 1908. 
Dear Kir: 

I wish to apply for the position referred 
to in the enclosed advertifiement cut from 
the '^Wahr^ of Sunday, the 23rd. 

Will you be kind enough to irrant me an 
interview^ I can give exoeptional refer- 
enccSp 

Yours truly, 



Where hundreds of applications are received there 
is no reason why one in ])£LrtictilaT should be favored 
unless an influential reference or data as to experi- 
ence marks it as more desirable than the rest; and 
this is where the man with a sense of delicacy may 
not do himself justice in the eyes of the reader. 

When a man is willing to take the risk of ponssible 
nnplcasantneaa to himself or his friends, he may 
answer like this: 

Chicago, III, 8 LaSalle Rt, 
Sept. 4, 19U8- 
Dear Sir : 

In answer to the enclosed advertisement 
T wish to state that I have been actively era- 
ployed in your line of business for five years 
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and fim fully competent to fill the position. 
I iiin ^flml to refer yon to Chas. D. Brown, 
of Siikkth, Brown & Co,, and James Joho- 
Hnii, "f Stephpn Moore & Son, for further 
information as to abUity, Should yon de- 
Miro an interview I am at yonr service, 
Very tnily yours, 

Ha&BISON HABDTi 

Telephone ■- " - 



After ft mat has been in business for a number of 
yenrn his letters get a certain profe&sional t^ng 
that may excuse apparent haGte, but one entering 
ifUHineflt^ cannot be too painstaking. A]] applica- 
lions, with the exception of those applying for sten- 
ographic poaitionSr should be written in long band, 
and the minuteBt attention should be given to punc- 
tuation £Lnd spelling, while the address should be 
faultless. 

An Application From a Boy Who Is Entering 
Business : 

£:vanston, IlL, 5 Surf St, 
Oct. 3, 1908. 
Dear Sir: 

I wiwh to applv for the position of clerk, 
ndvorti.sod in "The Tribune" of Oct- 2nd, 
and can say I am strong, willing and anx- 
ioufl to give saliNfactton. I ffive as refer- 
enoe Mr, Samuel Wataon, of Watson & Bur- 
ton. 
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Hoping you will grant me ao interview, 
believe me, 

Yours respectfully, 

Henry Holmes. 

When tbe applicalion is For a positioD in aoother 
city, it is courteous to mention Uie douroe of infor- 
mation. 

An Application for the Position of Bookkeeper: 

Kansas City, Kan., Aug. 5, 1908. 
Gentlemen : 

Mr. Frank Mason, my former employer, 
tetls me you are looking for a competent 
bookkeeper. I was in the employ of Mr. 
Mason for six years, anti give liim as refer- 
ence for ability and character. 

Hoping my application will meet with 
your favor, believe me, 

Tours respectfully, 

John D£a£t. 
Gordon McLain & Sons, 
63 South St, 

Chicago, HL ^ 

An Inquiry as to Applicant's Character: 

Chicago, HI., 53 South Si, 
Aug, 10, 1908, 
Frank Mason, Esq,, 

Kansas City, Kansas. 
Dear Sir: 

Mr. John Dean has made application for 
the position of bookkeeper with us, and re- 
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fers to you as having been hia eraploycr 
for six years. We would like to fill the 
position, which is an uuiisually responsible 
0119^ as quickly as possible, and should you 
approve of bis apijliealion we shall send 
for him immediately. Will you kindly in- 
form us, at your parlient oonvenieuce, 
whether his statement Ls correet. and if you 
can recommend him as thoroughly compe- 
tent and tnistworthyT 

Trusting we are not putting you to any 
inconvetuence. wo remain, 

GoEtDO^ McLarnie & Sons. 



Reply io Inquiry os to Applicant's Character. 

Kaiisas City, Kan., Aug. 13, 1908. 
Gordon McLarnie & Sons, 
53 Soutii St., 

Chicago, III. 
Qentlenieu: 

Replying to your inquiry of the lOtli re- 
garding the eharacler and busineas ability 
of John Dean, who was in my euiploy for 
six years, let me say that Mn Dean is de- 
serving of my heartiest recommendation. 
During his slay with me he so managed his 
department that lie not only won my entire 
confidence and trust, but the respect of his 
associates as well \ and had il not been for 
a nervous breakdown (from which, [ am 
glad to say. he acems now to have entirely 
recovered), I would not have parted with 
him. I can cheerfully recommend him for 
the position you mention, and assure you 
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that you need Dot hesitate to at least give 
him a trial. 

Yours very truly, 

Fbank Mason. 



When circumstances will permit it is always bet- 
ter to call in person than to write. It will probably 
be necessary for you to write an application also, 
after the interview, for filing purposes, but noth- 
ing takes the place of a personal interview. State 
your experience and qualifications as briefly as pos- 
sible, and if an agreement is entered into give your 
references. A man should be bis own best refer- 
ence. 

When writing a letter of application after the in- 
terview, follow the same rules, and be careful to 
say no more and no less than you have already 
stated. Clearness, brevity, neatness and dispatch 
are surprisingly helpful. 

When writing for a position in another city, if 
possible, give references in that city, or if the posi- 
tion is an important one, enclose copies of your best 
references. This saves time and makes a decided 
impression. 
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A Teadier'3 AppKcationt 

LotiisTille, Ky^ Ang. 4, 1908. 
Dr. Claresce F, Condon, 

Wa^hiD^n, TemL 
Dear Sir: 

I wibb to apply for the position of teacher 
of rfartoric in Condon College, ilj refer- 
eneas ms to dianicter, experience, and abil- 
hf are fmm weU-kiio*Ti men in mv home 
toTiL irhere I hAve spent the greater part 
of m^ life. 

Assuring yon of my most faithful efforts 
yon' favor me witb the position. 



Very respectfally yonrs, 

AuoirstA P0HOSU& 



J* Appticatum from on Adeeriisimg Man: 

Chicago. HI-, 1 La Salle St, 
Oct 1, 1908. 
Gentlanen: 

I am informed by Mr Seth Warren that 
yon are desirous of finding a wide-awalce, 
snappy, thoron^y up-to-date advertising 
man who miderstands the pnblie and has 
been snccessfnl in handling trade. Beliere 
me* if I seem to boast, I am but giving yon 
results already achieved, as yoa may see by 
the accompanying pamphlets ; and will 
farther inform yon that I have bad an offer 
from Swift £ Sampson, of yoor city, for 
a five years' t^onlract at a most favorable 
figure. Should my references come up to 
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expe<?tationa, T thmk we can come to satis- 
factory lerma. I believe that the results 
of a contract between us would prove nm- 
tually satisfactory. 

If you desire an interview l>y long dia- 
tance 'phone I can be reached daily from 
eleven to one at Harrison 2205. 
Youra truly, 

Don Feiok, 
Messrs, Neal, Plows & Co., 

5 Broadway, N. Y. 

From a Solicitor: 

Chicago, 111., Boom 23. Ashland BHl, 
Sept. 2, 1908, 



Dear Sir; 
Throuffh 

''Teclmical 
looking for 



the 



your advertisement in 
Giobe/' I learn that you are 
a thoroughly experienced so- 
licitor, and wish to apply for the poaition. 
T have been a solicitor for thirteen years 
and have worked with such firms aa SmitOj 
Waee & Company, and Rebtfrew, Fume, 
IjANonoN & CirsTis, 

If my applicfllion meets with favor I will 
be glad to run over to Detroit for the pleas- 
ure of a personal interview, at which time 
I will present my credentials for your con- 
sideration. 

Hoping we may come to favorable terms, 
I remain, 

Yours very truly, 

James McDoy&uv. 
Addison Graham, Esq., 
Graham & Co., 
Detroit, Mich. 
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Boston **Net/' the New York '' Sieve/ ^ 
and tlie Chicago ' ' Megapbont?, ' ' writing 
under the pen name of "Fountain/' Also 
I filled the position of press ag^nt for 
Homer Long for five years, and resigned 
only on account of the change occasioned 
by his unfortunate death. 

Hoping you will grant me the pleasure 
of an interview on your arrival in Chicago, 
believe me, 

Tours truly, 

Sam Smith. 
David Davidson, Esq-, 

Hotel Merridau, 
Cleveland, Ohio* 



From a Father Who BeMres Hi» Son to Enter 
the Law OijicGS of a Prominent Law Firm: 

BocheHter, N. Y., Sept, 25, 1908. 
My Dear Mr, Beechwood; 

My son, Henry, who gmdnated this year 
from the Columbia Law Sclioo], desires to 
begin the practice of bis profession by en- 
tering tliG office of a firm euch as I have al- 
ways found yours to be — reliable, able, 
and thoroughly buainoss-like- 

It would gratify me greatly if my aon 
could have the advantage of your large ex- 
perience. 

Yours very truly, 

W. Vandegrift Botsfobd. 
Hiram Bcechwood, Esq., 
Beechwood, Miller & Lvmau, 
NewYork, N. Y. ' 
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From a Father for His Son: 

Wfitertown, N. T., Feb. 7, 190& 
Gentlemen : 

My son, Samuel, having just left school, 
wishes to secure a position in the office of 
some manufacturer^ liojMug thereby tu be- 
come thoroughly trained in his father'a 
business. He would have preferred a po- 
sition in my office, but I consider that train- 
ing in other circumstances would be of 
greater benefit to him. If you will let me 
know at your earliest convenience, whether 
there is any posBibility of his seeuring a 
position with you, I will esteem it a great 
favor. 

Very truly yours, 

AfiTirtm Abnold. 
W. "W. Williams & Co., 
Lowell^ Masa. 

An Application from a Father Whose Son Wishes 
to Enter a Railroad Office: 

Syracuee, N. Y., Oct. 5, 1908, 
Dear Sir: 

My 3on» Edward, from bis earliest in- 
fancy, has had a passion for raUroading, 
and now that he has finished school, and 
is competent to make choice of a profee- 
Bion^ ia still loyal to his early love, I am 
somewhat disappoiuted, aa I h^ hoped to 
take him into my firm, but as his elder 
brother has been wHli me for some years 
and carries the burden of the business, I 
feel that I cau indulge this son in Ida nat- 
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nral bent Have you a vacancy that he 
conJd fillT He ia entirely inexperienced, 
but ia eager to learn, lias an eseoptionally 
good m^mory^ is quick, awurate and in the 
best of health- If there ia anrtbin^. no 
matter how smallj that yon can ^ve him 
for a start, T shall esteem it a great favor. 
Yours very truly, 

Edwaed Van DEUBfiy. 
PranTtlin Simmons. Esq., 
Grand Cross R K., 
Buffalo, N. Y. 

BusinesB in all its eommercial forms is exactly 
the eame for a woman as it is for a man, but there 
are certain lines of work open to women that are 
barred to men, and correspondence regarding some 
of these lines would necessarily vary from the usual 
form of business letters* 



From a Man Who Wishes His Daughter to go 
Into Newspaper Work: 

Xenia, Ohio, Feb- 11, 1908. 
My Dear Mr, Smith; 

My daughter, Margaret, wishes 1o bceome 
a newspaper woman ; aud remembering my 
agreeable associations while on your staff, 
I am applying to vou for a position on the 
''Dawn" "or the '*Aflermath/' I believe 
she possesses qualifications necesftary for 
editing woman's stuff, and that she has 
more than ordinary ability. Her training 
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liafi been as a writer of short stories, 
sketches^ etc^ which have been published 
and some of wiiicJi have attracted atten- 
tion. She seems to have a decided "^newa 
instinct," and, I feel confident, will fiuo- 
ceed if yon are able to give her a trial, 

I hope you can find sometiiiuj^ for ber, for 
I know she can be under no more desirable 
employer than yourself. 

Sincerely yours, 

Phoebus SpiNK\En. 



An Afplivation as Gcuerness ; 

Brookline, Mass., 2 West St., 
November 3, 190& 

Mrs_ Jamea Gleaaon, 

Dear Madam: 

I hear, through Mrs, John Raymond, 
that you are desirous of finding acme one 
who can acceptably fill the position of gov- 
erness for your three children- I would 
value the position highly, and can refer 
yon to Mrs. Raymond, and Mrs. Kenneth 
Sawyer, regarding ray ability iu the man- 
agement of children and efficiency as teacher 
of French, German, and all studies need- 
ful for collegiale training. Tlie work of 
teaching is extremely congenial, and I have 
always met with the best of success. 

Hoping you will grant me the pleasure 
of an inlen'iew. 

Yours very sincerely, 

Elizabeth Madibon. 
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Frofn Q Lady TVishing to Ch^perojie a Party of 
Girls on a Foreign Tour: 

Brookline, Mass., Harvard St, 
March 23. 1908. 
My Dear Mrs, Wolff: 

I have been asked by Mrs. Maurice Ad- 
dison to write vou regarding tbe plflns for 
my aDnoal trip abroad. 

I take with me a party of ten yonng la- 
dies wbose families T know, personally, and 

-whom I can vouch for in every respect. 
The party lias already attained the num- 
ber of eight, and Mrs. Addison, who is a 
mnlnal friend, thought your two daugh- 
ters would he a valuable addition. The 
girlft are all delightful. Two have already 
crossed with me three times, and the others, 
with the exception of the three dangliters 
of Mrs, Carl 8tevena, of Exeter Chambers, 
have accompanied me once. 

We try each year to mahe as few chaugea 
aa posf^ihle in the members of Hie party, a?^ 
the girls learn to know each other thorough- 
ly well, and are somewhat reluctant to ac- 
cept new traveling companions; but two of 
the usual group were married this spring, 
and your two daughters, I am sure, would 
be sincerely welcomed to the vacant plat'ea. 

You undoubtedly see why I am obliged 
to be so careful in my selection, and I never 
accept a girl whose name is not approved 
of by the others. 

It will g^ve me great pleasure to call 
should you allow Miss Edith and Miss 
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Dorothy to join the party, and I can then 
go into necGseary detail 

Most eineerely yours, 

KaTHEEINE MoKTISfEB. 



An AppUcaticn from a Professional Care-takefi 

Chicago, EL, Oct, 4, 1908. 
Mrs, Henry Connell, 
Brookline^ MaBs, 
Dear Madam: 

As yon usually spend the winter out of 
town I am taking the liberty of miting you 
regarding tbo care of your house during 
your absence. 

For fiome years I have had charge of 
houses and flats whose owuera were oat of 
the city, and have not only found it profit- 
able, hut have many testimonial a, speaking 
in the highest terras, of my ability. 

You have but to pack and I will sec to 
everything else, making an inventory of the 
Temainiug articles and» if desirable, Od your 
return will have the house in complete 
readiness for you, including the servants. 

If you can maVe use of my ser^nces, I 
shall be glad to call and answer questions 
ae to terms, references, etc. 

Very respectfully yonra, 

Elle^ Bobiksof. 



